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EXECUTIVE SUMMARY

Overall Findings and Recommendations

Key Findings

This report describes findings from the 2019 survey on customer satisfaction of
companies currently enrolled in the E-Verify program.

The company demographics have not changed much since the inception of the
survey. Most (71%) of companies have less than 100 employees and 78% consider
themselves to be a small business. Construction/General Contracting and
Manufacturing are the most popular industries and account for just under one-quarter
of respondents (24%). Respondents tended to use E-Verify more frequently in 2019
with almost half reporting using it at least once a month (49%). This is up nine
percentage points from the previous study and is on-par with the percentage from
2017. For the most part, responses by state were similar to last year. California (9%),
Texas (8%), Florida (7%) and Georgia (8%) were the states with the most responses.

After holding steady for the last four years at 85, the 2019 Customer Satisfaction Index
(CSI) for all USCIS E-Verify users rose to 87. This is the highest score since 2014
and matches the highest score since the project started in 2010. Traditionally, New
Enrollees tended to score slightly higher than Existing Users. This year however
Existing Users and New Enrollees were on-par with each other as both posted a CSI
of 87. When compared to American Customer Satisfaction Index benchmarks, E-
Verify user satisfaction outscored both the National ACSI average composed of
companies that comprise a large cross-section of the US economy (75) as well as the
Federal Government ACSI average (68).

The same customer satisfaction model that was developed in the baseline study was
used to identify areas which potentially drive satisfaction with E-Verify. All modeled
satisfaction drivers saw increases from last year.

Using E-Verify has the most impact on CSI for both New and Existing Users and has
posted consistently high scores over the course of the study. Over the last ten years,
the score for Using E-Verify has fluctuated between 89 and 91. The 2019 score of 91
for all users matches the all-time high score previously achieved in 2012, 2014, and
2016. There were only minor score variations between New Enrollees and Existing
Users. This suggests that each undergo a similar E-Verify experience. Since Using
E-Verify has the highest impact on satisfaction, maintaining these high scores is vital
to sustaining high CSI scores.

Fifty-three percent of all users were prompted to match a photo in the past six months.
This is an increase of 12 percentage points from last year. The Photo Matching
process remains the highest rated satisfaction driver with a score of 96. Respondents
report the process is easy to use and is very helpful in preventing fraud.

Tentative Non-confirmation Resolution rose one point from last year to score at 80.
New Enrollees scored TNC much higher (85) than Existing Users (79). New Enrollees
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scored higher across all attributes as well. Seventeen percent of respondents received
a Tentative Non-confirmation (TNC) in the past 6 months.

Telephone is the predominate method for contacting Customer Service as 10% of all
users contacted Customer Service by phone in the past six months compared to only
three percent who contacted via e-mail. Customer Service by phone (91) continues to
be highly rated by all users. While the score for Customer Service by email (82) rose
four points from last year, it still trails with Customer Service by phone. Of those who
contacted Customer Service via phone, 17% of all callers were transferred during their
call and most (87%) found the wait time to be acceptable. This is a slight increase
from last year (84%). Roughly one-quarter of respondents (27%) had to be transferred
more than once. Nearly all who contacted customer service by phone with an issue
reported having their issue resolved (93%).

Conclusions/Recommendations

Major program improvements should be based on areas that demonstrate both high
impact on overall satisfaction and low performance levels. Again this year, no items
fall into this category, suggesting that the E-Verify program should focus on
maintaining the high level of performance across most areas. The following are
recommendations based on the findings from the survey.

1 Customer Service scores remain strong overall. The percentage of issues
resolved (93%) rose two percentage points from last year. Eighty percent of
callers indicated that they were fAVery Sa
an increase of two percentage points from last year. Despite the increased
satisfaction, the number of transfers went up for the second straight year as
27% of callers were transferred more than once. This is an increase of two
percentage points from last year.

T From text comments, there are some areas for possible improvement.
Respondents were asked how E-Verify could be improved. Most comments
indicated that users were pleased with the E-Verify process. An analysis of text
comments indicate that many users would like to see the reporting window
extended since resources are often limited and an extended window would
make it easier to complete data entry. Other topics mentioned involved making
E-Verify mandatory for all companies, streamlining password regulations, errors
on the 1-9 form, and help with false identification or extended surnames.
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DETAILED REPORT

Introduction

This report describes findings of the 2019 survey of customer satisfaction with the E-
Verify program. E-Verify is an Internet-based system operated by the Department of
Homeland Security (DHS) in partnership with the Social Security Administration
(SSA), which allows participating employers to electronically verify the employment
eligibility of their newly hired employees.

CFI Group was contracted to assess the experience of employers with the E-Verify
system using the methodology of the American Customer Satisfaction Index (ACSI).
The ACSI was founded through a partnership of the University of Michigan Business
School, the American Society for Quality (ASQ), and CFI Group, which offers the
patented ACSI methodology. The distinguishing feature of the ACSI methodology is its
patented cause-and-effect approach to customer satisfaction measurement. The
technology behind the ACSI identifies key drivers of satisfaction and computes the
impact that each of these drivers has on customer satisfaction and loyalty. While CFlI
Group uses the same methodology as the ACSI, the ACSI is a separate entity?.

Methodology

This study was conducted by CFI Group using the methodology of the American
Customer Satisfaction Index (ACSI). The ACSI is a national indicator of customer
evaluations of the quality of goods and services available to U.S. residents. Since
1994, the ACSI has measured satisfaction, its causes, and its effects, for seven
economic sectors, 41 industries, more than 200 private sector companies, two types
of local government services, the U.S. Postal Service, and the Internal Revenue
Service. ACSI has measured more than 100 programs of federal government
agencies since 1999. The use of this methodology allows for comparisons between
the public and private sector participants and provides information unique to each
agency on how its activities that interface with the public affect the satisfaction of
customers.

The original E-Verify questionnaire was developed through a collaboration between
USCIS and CFI Group. The guestionnaire used in this survey was designed to be
agency-specific to USCIS in terms of activities, outcomes, introductions to the
guestionnaire, and specific question areas. However, the three core questions
comprising the Customer Satisfaction Index (CSI) number follow a format common to
all the ACSI federal agency questionnaires to allow for a comparable benchmark. See
Appendix B for the full questionnaire.

! The comparison score for the National ACSI (Public and Private) comes from a series of independent surveys conducted
throughout the year. The overall Federal Government ACSI score is the result of a separate 2019 ACSI Federal Government
Report.
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USCIS provided CFI Group with a random sample of employers enrolled in E-Verify.
Respondents were contacted via e-mail and invited to complete the survey online
between December 12, 2019 and January 27, 2020.

The E-Verify questionnaire followed a format common to CFl Group surveys of other
Federal agencies which use the methodology of the ACSI. This allows for
benchmarking across sampled agencies via comparing responses to three core ACSI
guestions. A total of 3,020 responses were submitted. A response was considered
submitted if 67% or more of the modeled questions (questions that have some effect
on satisfaction model) were completed.

Customer Samples and Data Collection

USCIS provided CFI Group with a random sample of employers enrolled in E-Verify.

A total of 46,201 invitations were sent. Respondents were contacted via e-mail
between December 9, 2019 and January 29, 2020. Each e-mail contained a URL that
launched a survey when clicked. The sample sizes and response rates for each group
are reported below.

Figure 11 Response Rates

Number of Number off Respon
I nvitatilCompl et e Rat e

Al | Us e 49,824 3020 6. 1%

In addition, the sample was segmented for reporting purposes into New Enrollees and

Existing Users. New Enrollees have registered in the last year and have personally

completed the registration and/or tutorial programs. Existing Users are the subset of

fAll Usersothat are not considered New Enrollees. These two groups are distinct

because they were asked slightly different sets of questions as appropriate. Since

these groups are segments of the All Users group and not sampled separately,

response rates are not reported. Most of the results presented in this report are based

on responses received from the random cross-section s amp | e o @nlessAl | Use
otherwise noted.

Figure 217 New and Existing Users Completes

Number of Val i d Co

New Enroll ees 627

Existing User 2,393
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Organizational Size and Industry of Respondent Business

Organizations employing less than 100 employees account for 71% of all responses.
The largest companies (10,000 or more employees) account for about 1% of
responses.

Figure 317 Number of Employees

How many people do youemplo 2018 2019
1-4 10% 7%
5-29 36% 34%
30-99 26% 30%
100-299 15% 18%
300-999 8% 8%
1,000-9,999 4% 3%
10,000+ 1% 1%
Number of Respondents 4,283 3,020

Just over three-quarters of respondents (78%) consider their organization a small
business.

Figure 41 Considered Small Business

Do you consider yourself a small business 2018 2019
Small business 7% 78%
Not a small business 19% 18%
Don’t know 4% 1%

Number of Respondents 4,282 3,020

The composition of r es p congistem with pastistadeéss st r i e s
Construction/General Contracting (12%) and Manufacturing (12%) were the most
mentioned and account for just under one-quarter of respondents.

Figure 51 Primary Industry

Primary industry where conduct business 2018 2019
Agriculture/Food Processing 2% 1%
Defense/Defense Industry 1% 0%
Communications/Media 1% 1%
Construction/General Contracting 13% 12%
Education 1% 3%
Engineering 4% 4%
Financial Services 3% 2%
Healthcare/Public Health 9% 11%
Hospitality 5% 6%
Information Technology 7% 6%
Manufacturing 11% 12%
Non-Profit/Notfor-Profit 5% 6%
Sales- Retail or Wholesale 6% 6%
Staffing/Personnel 3% 3%
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Primary industry where conduct business 2018 2019

Transportation 3% 1%
Utilities/Energy/Natural Resources 1% 1%
Professional Services/Consulting 6% 5%
Government Services 3% 3%
Other 14% 14%
Number of Respondents 4,280 3,020

A large majority of respondents consider themselves General Users of E-Verify (93%).
Respondents tended to use E-Verify slightly more in 2019 with almost half reporting
using it at least once a month (49%). This is an increase of nine percentage points
from 2018.

Figure 6 1 Organization Description and Frequency of Use

Which best describes your organization as a user of-Kerify 2018

General User 93% 93%
Temporary Agency or Employment Agency 4% 4%
E-Verify Employer Agent 3% 3%
Number of Respondents 4,283 3,020
Which best describes how frequently you use & erify 2018 2019
Once a week or more 12% 14%
Two or three times a month 16% 20%
About once a month 12% 15%
Once every few months 30% 29%
Once or twice a year 21% 15%
Less than once a year 8% 6%
Number of Respondents 4,283 3,020
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Respondent Distribution

The table below shows respondents by state. California, Texas, Georgia, and Florida
jumped up this year and comprised the largest proportion of respondents. Other states
comprising 6% or more of the total responses include: Arizona (6%), and South
Carolina (6%). Collectively, these six states account 43% of all responses.

Figure 71 State Distribution

2018 2018 2019 2019
Percent Frequency Percent Frequency

State
AL 4% 170 2% 75
AK 0% 6 0% 8
AZ 7% 276 6% 172
AR 8% 328 0% 12
CA 2% 95 9% 272
CcO 1% 22 2% 64
CT 0% 10 1% 16
DE 6% 221 0% 6
DC 9% 343 0% 10
FL 0% 7 7% 203
GA 0% 10 7% 201
GU 1% 32 0% 4
HI 2% 96 0% 4
ID 2% 96 1% 16
IL 1% 39 3% 94
IN 1% 31 2% 62
1A 1% 47 1% 33
KS 2% 71 1% 34
KY 2% 63 1% 23
LA 0% 6 1% 30
ME 2% 87 0% 8
MD 4% 144 1% 42
MA 1% 44 2% 65
MI 0% 6 3% 78
MN 5% 213 1% 41
MS 0% 7 1% 33
MO 2% 65 4% 106
MT 0% 13 0% 4
NE 2% 81 1% 33
NV 0% 18 1% 20
NH 1% 25 0% 11
NJ 3% 109 2% 59
NM 2% 63 0% 14
NY 1% 48 3% 83
NC 1% 29 4% 117
ND 3% 118 0% 9
OH 0% 5 2% 60
OK 0% 7 1% 27
OR 9% 367 1% 38
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2018 2019

Percent Percent
State
PA 0% 7 3% 88
PR 4% 145 0% 4
RI 2% 59 0% 1
SC 4% 137 6% 175
SD 0% 0 0% 8
TN 0% 5 3% 100
TX 2% 84 8% 230
uT 1% 38 2% 53
VT 0% 4 0% 2
VI 0% 7 0% 0
VA 0% 0 2% 65
WA 0% 0 2% 57
wv 0% 0 0% 2
Wi 0% 0 1% 43
WY 0% 0 0% 5
Number of
Respondents 3,904 3,020

Note: Percentages are rounded to the nearest whole number.
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DETAILED FINDINGS

Customer Satisfaction Index

The Customer Satisfaction Index (CSl), is a weighted average of the three core
guestions (see question definitions below) and is the central measure of this report.
After holding steady at 85 over the last four years, the 2019 Customer Satisfaction
Index (CSI) for All USCIS E-Verify users has posted a score of 87 (on a scale
from 0-100).

This number exceeds the overall national average CSI score of 75 and exceeds the
CSIl average for Federal Government entities of 68 by 19 points. Below is a historical
summary of E-Verify CSI scores for All users since 2014.

Figure 81 Trending E-Verify CSI Scores

100 -
L 90
5 e . o —
A 87 87
D g - 85 85 85 85
0]
@)

70 -

60 T T T T T

2014 2015 2016 2017 2018 2019

The Customer Satisfaction Index (CSl) scores for each of the three index sub-
guestions are provided in the chart below with Overall Satisfaction (89), Satisfaction
Compared to Expectations (87) and Satisfaction with E-Verify Compared to the Ideal
Online Verification Service (84). All three indices increased from last year.
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Figure 9 - E-Verify Customer Satisfaction Index

Satisfaction

Overall satisfaction

Meets expectations

Compared to ideal

m 2019 m 2018

Indicates change is significant at 90% confidence

The 90% confidence interval around the E-Verify customer satisfaction index is +/- 0.5 points (The probability that
the Customer Satisfaction Index ranges -0.5/+0.5 points is 90%).

Question Definitions

Overall Satisfaction- Please consider your overall experiences during the past year
with E-Verify, how satisfied are you with E-Verify?

Meets Expectations- To what extent has E-Verify met your expectations from "has
not met your expectationsd “exceeds your expectations?"

Compared to Ideal- How well does E-Verify compare with your ideal online
verification service?

12 Final Report



Comparison with the 2019 ACSI Benchmark Study

The 2019 ACSI Federal Government Report (which uses the same Customer
Satisfaction Index methodology) provided a national satisfaction index. All agencies
are asked the same three core questions, so comparisons can be made across
organizations. E-Verify user satisfaction again scores very high, outscoring national
private sector satisfaction levels as well as those reported for the federal government
as a whole.

Figure 107 ACSI Comparison

USCIS E-Verify Score 87

National ACSI Average

Federal Government ACSI Average

Scores are aver ag scale thay doanot fieprésent perceiitdgésO o
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USCIS E-Verify Customer Satisfaction Models

The first model shown below is for New Enrollees, those who have registered in the
last year and have personally completed the registration and/or tutorial programs.

USCIS E-Verify Customer Satisfaction Model i New Enrollees

Figure 117 New Enrollees CSI Model

Satisfaction Drivers 7 Customer Satisfaction Future Behaviors

Using E-Verify Index i
Recommend n

Photo Matching

—»

Tentative Nonconfirmation
H (TNC) Resolution Process 87 L
Future Participation 26 f 95
Interested in 0 100
41 f§ 01

- . Confident in Accuracy 3.2

Communicating with Overall Satisfaction: 89 -

Peers ] Compared to Expectations: 88
Compared to Ideal: 85

Non-modeled Components

- Customer Service
- Internet Use
- Scores represent your performance as rated by customers.

m - Awareness / Regis‘[ra‘[ion Impacts show you which driver has the most/least leverage — where improvements matter
most/least to your customers

M - Tutorial Top Priority Impacts identify drivers with higher Impact and lower Satisfaction.

Impacts, shown in the gray rectangles, should be read as the effect on the CSI if the
initial driver average were to be improved or decreased by five points. For example, if
the score for Using E-Verify increased by five points (92 to 97), the Customer
Satisfaction Index (CSI) would increase by the amount of its impact, or 3.2 points (87
to 90.2). If the driver increases by less than or more than five points, the resulting
change in CSI would be the corresponding fraction of the original impact. Impacts are
additive. Thus, if multiple areas were to each improve by five points, the related
improvement in the CSI would be the sum of the impacts. CSl, in turn, drives outcome
behaviors shown on the right-hand side of the model. These outcomes include
Recommending E-Verify, Confidence in Accuracy and Likelihood to use E-Verify in the
Future.

The impact the CSI has on each of the outcomes is shown in the gray square next to
the outcome. For example, Recommend has an impact of 4.6 for New Enrollees. This
means that a 5-point improvement in satisfaction (CSI) will drive the likelihood to
recommend up by 4.6 points.
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The second model is based on Existing Users; users that are not considered New
Enrollees. Since the components of Registration and Tutorial only apply to New
Enrollees, they are not included in the Existing Users model.

USCIS E-Verify Customer Satisfaction Model 1 Existing Users

Figure 127 Existing Users CSI Model

Satisfaction Drivers Future Behaviors

_ Customer Satisfaction
Top —
Priority Using E-Verify Index
Recommend
Photo Matching

. . — Confident in Accuracy
70 014 Tentative Nonconfirmation
: (TNC) Resolution Process 87 L
Future Participation 23 f 95

Interested in 0 100
37 g 01 Communicating with Overall Salisfaction: 89 -
Peers - Compared to Expectations: 87

Compared to Ideal: 84
Non-modeled Components
. Customer Service
. Internet Use
- Scores represent your performance as rated by customers.
. - Awareness / Regis‘[ra‘[ion Impacts show you which driver has the most/least leverage — where improvements matter
most/least to your customers

. . Tutorial - Top Priority Impacts identify drivers with higher Impact and lower Satisfaction

When comparing the two models, you can see that while Using E-Verify was the driver
with the most impact for both groups with Photo Matching also exerting moderate
impact.
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Drivers of Satisfaction Results

Drivers of Satisfaction are indices comprised of questions grouped into three topic
areas. Questions on Using E-Verify, TNC Resolution, and Photo Matching are asked
of all respondents.

Using E-Verify
Figure 131 Trending Using E-Verify Scores

100
g 90 - *~— —— —— — r— —
2
g 80 ~
L
[«
c
‘»
D 70 A

60 T T T T T

2014 2015 2016 2017 2018 2019
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A majority (89%) of both new and existing users combined had used E-Verify in the
past six months. This is a slight increase from 2018 (88%). While there is some minor
variation in the Using E-Verify variable scores, both New Enrollees and Existing Users
were relatively on-par with each other.

Figure 147 Using E-Verify Scores

Using E-Verify

Ease of navigating the E-
Verify site

Ease of submitting I-9
information on E-Verify

Speed of receiving an initial
response from E-Verify

Clarity of next steps as
described in the response

m New Enrollees (0-12 months) m Existing Members (1 or more years)

AV Indicates change is significant at 9% confidence
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Tentative Non-confirmation Resolution

Seventeen percent of both New Enrollees and Existing Users received a Tentative
Non-confirmation (TNC) in the past 6 months (from survey completion date). This is
three percentage points higher than last year. Both New Enrollees (85) and Existing
Users (79) increased two points from last year.

Figure 157 Trending TNC Resolution Process Scores

100 -

82 82 82

TNC Resolution Process Score

80 -
79 79 80
70 -
60 T T T T T
2014 2015 2016 2017 2018 2019
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Figure 16 7 TNC Resolution Process Scores

Tentative Nonconfirmation (TNC) 85 A
Resolution Process 79

Speed of resolving the case 7984 .
Clarity of communications about the 84 A
steps involved in the resolution process 80
Ease of resolving the case 854
TNC Referral Process 818? ‘
Further Action Notice Process 8086 .

m New Enrollees (0-12 months) m Existing Members (1 or more years)

A ¥V Indicates change is significant at 90% confidence
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Photo Matching

The Photo Matching process increased slightly for both New Enrollees (96, +2) and
Existing Users (96, +1) from last year. Photo Matching again remained the highest
scoring satisfaction driver in 2019.

Figure 177 Trending Photo Matching Scores

100 -
— N 0 ¢ ~— —
96
g 90 - 95 94 95 95 95
(&)
0
()]
k=
S 80 -
©
=
o
g
T 70 -
60 T T T T T
2014 2015 2016 2017 2018 2019
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Figure 18 7 Photo Matching Scores

Photo Matching

Ease of photo matching
process

Helpfulness in preventing
fraud

m New Enrollees (0-12 months) m Existing Members (1 or more years)

A V Indicates change is significant at 90% confidence
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Non-Modeled Components

The following areas are components where the percentage of respondents who use a
given area is too low to include in the model. Scores are still provided; however,
impacts cannot be calculated.

Registration (New enrollees only)

From organizations that had enrolled within the last year, most respondents (85%) had
personally registered their organization with E-Verify.

Registration/Awareness increased three points from last year as all attribute variables
also increased across the board.

Figure 191 Registration Scores

Awareness / Registration

Clarity of instructions on how to enroll

Memorandum of understanding makes
responsibilities and next steps clear

Ease of submitting registration
information

Speed of receiving User Name,
Password and E-Verify Web Address

Ease of registration process overall

m 2019 m2018

Indicates change is significant at 90% confidence
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Tutorial (New Enrollees only)
The Tutorial score rose four points from last year.

Almost all (93%) respondents who enrolled in E-Verify in the past 12 months (from
survey completion date) completed the training and online tutorial. Of these, 87%
thought the training was useful in helping employers pass the mastery test.

All attribute variables also rose across the board.

Figure 20 7 Tutorial Scores

Tutorial

Helpfulness of information in User
Manual

Ease of taking online training in terms of
understanding content

Ease of completing online training in
terms of time required

Ease of accessing online resources

Usefulness of online resources

Ease of training process overall

m2019 m 2018

Indicates change is significant at 90% confidence
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Customer Service (E-Verify Phone and E-mail)

Ten percent of all users contacted Customer Service by Phone in the past six months.
This is on-par with last year. Overall, the score for Customer Service rose four points
from last year.

Figure 217 Trending Customer Service i Phone Scores

100 -
)
o
@ —*
@ 90 - r— 4‘\‘7 (===
S 920 90 o1 90 o1
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o
$ 50 |
2
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n
2
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Figure 227 Customer Service i Phone Scores

Customer Service

Ease of accessing
representative

Professionalism

Communication skills

Ability to understand your
questions/issue

Providing guidance on
policy/questions

m New Enrollees (0-12 months) ™ Existing Members (1 or more years)

A V¥ Indicates change is significant at 90% confidence

The percentage of issues resolved (93%) rose two percentage points from last year.
Of those, 90% had their issue resolved on the first call (first call resolution). Of those
who contacted Customer Service via phone, 17% of all callers were transferred during
their call. Most (87%) found the wait time they experienced to be acceptable. The
need to transfer more than once rose for the second straight year. Of those
transferred, 27% were transferred more than once. This was a three-percentage point
increase from last year.
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Customer Service- E-mail

Five percent of New Enrollees and three percent of Existing Users contacted customer
service through email. New Enrollees scored higher than Existing Users across the
board on Customer Service by Email. Seventy-seven percent of those contacting E-
Verify by e-mail had their issue resolved after emailing. This identical to last year.

Figure 237 Trending Customer Service i E-mail Scores
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Figure 247 Customer Service i E-mail Scores

Customer Service by Email

Ability to understand your
questions/issue

The timeliness with which you received
a response

Communication skills in the response
you received

Providing guidance on policy/questions

m2019 m2018

V' Indicates change is significant at 90% confidence
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Technical Assistance

Just three percent of respondents had contacted Technical Assistance in the past six
months. Technical Assistance continues to resolve most issues as 87% of Technical
Assistance issues were resolved.

Figure 2571 Technical Assistance Scores

Technical Assistance

Ease of accessing representative

Professionalism

Communication skills

Ability to understand your
guestions/issue

Knowledge of technical issues

Technical guidance resolving your issue

m2019 m2018

Indicates change issignificant at 90% confidence
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Internet Use

Respondents were asked to rate their interest in using the Internet to get answers to
guestions or help with problems instead of contacting E-Verify.

New enrollees (78) showed more interest in using the Internet to get assistance than
Existing Users (72). While the gap narrowed slightly this year, these scores are
consistent with previous studies.

Figure 26 1 Internet Use i Interest in using Internet Help Scores

Interested in using the
Internet rather than having
to call or e-mail E-Verify

m New Enrollees (0-12 months) m Existing Members (1 or more years)

V' Indicates change is significant at 90% confidence

This question was not part of the customer satisfaction model but was included to gauge the interest in using the
Internet instead of calling or e-mailing E-Verify.
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System Integrity

More than half of the total sample (63%) believe E-Verify is doing enough to ensure

companies adhere to E-Verify policies. This is a slight increase of three percentage

points from last year. Those who believe E-Verify is doing enough to ensure

compliance and employ adequate safeguards tend to have higher Customer
Satisfaction Index (CSI) scores than those w

System Integrity 17 Policies and Safeguards
Figure 277 System Integrity i Policies and Safeguards Charts

Adeguate safequards to ensure employers
use E-Verify system properly

E-Verify is doing enough to ensure
companies using E-Verify adhere to policies
2% 1%

CsI=82 ‘

35%

" Yes Not Sure / Do notknow  mNo mYes = Not Sure/ Do not know mNo

Figure 281 System Integrity i Policies and Safeguards Tables

2018 2018 2018

% N CSI

E-Verify is doing enough to
ensure companies usinge-Verify
adhere to policies

Yes 60% 2,580 89 63% 1,910 90
Not Sure / Do not know 38% 1,637 80 35% 1,058 82
No 2% 66 62 2% 52 72
Number of Respondents 4,283 3,020

Adequate safeguards to ensure
employers use EVerify system

properly

Yes 68% 2,922 88 72% 2,163 90
Not Sure / Do not know 30% 1,299 79 27% 824 80
No 1% 62 60 1% 32 69
Number of Respondents 4,283 3,019
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Outreach and Communications

All users were asked how they first learned about E-Verify. Thee mp|l oy ee 6's
Company/HR/Corporate Office (21%) remained the most mentioned resource again
this year. Former employer received the second highest percentage of responses
(13%). E-Verify materials and the E-Verify website collectively account for 18% of
mentions.

Figure 297 How Did You Learn About E-Verify

2018 2018 2019 2019

Percent Frequency  Percent Frequency

How did you first learn about EVerify

My Company/HR/Corporate Office 20% 872 21% 645
Former employer 8% 332 13% 398
Local, State or Federal Government 13% 558 10% 290
E-Verify website 9% 373 9% 271
USCIS or SSA materials or presentation 6% 242 7% 201
Professional associate 9% 381 7% 225
Info from a client or professional organization 9% 389 7% 204
E-Verify materials or presentation 7% 303 6% 176
Colleague/Employee 7% 285 6% 180
USCIS or SSA website 1% 64 2% 53
Advertisement (print, radio, billboard, online) 0% 0 2% 48
News story 0% 0 2% 60
Social media 0% 0 0% 6
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 8 0% 0
Billboard advertisement 3% 112 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from aprofessional organization 0% 0 0% 0
U.S_. I_mmigration and Customs Enforcement audit 0% 0 0% 0
or visit

Other 8% 364 9% 263
Number of Respondents 4,283 4,283 3,020 3,020

Of those who were required to use E-Verify, Local, State and Federal Government
(31%) and Company/HR/Corporate Office (12%) were the major resources
respondents used to learn about E-Verify requirements.
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Figure 30 1 How Did You Learn About E-Verify Requirements

2018 2018

Percent Frequency

2019 2019
Percent Frequency

How did you learn about requirement to
participate in EVerify

Local, State or Federal Government 28% 99 31% 62
My Company/HR/Corporate Office 15% 53 12% 25
Info from client or professional organization 9% 32 8% 16
E-Verify materials or presentation 4% 13 7% 15
Professional associate 11% 37 7% 15
E-Verify website 6% 21 6% 12
Former employer 3% 10 5% 11
USCIS orSSA materials or presentation 4% 15 4% 8
Colleague/Employee 5% 18 4% 9
USCIS or SSA website 1% 3 2% 4
News story 0% 0 1% 2
Advertisement 0% 1 0% 1
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 0 0% 0
Billboard advertisement 3% 10 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from a professional organization 0% 0 0% 0
U.S_. I_mmigration and Customs Enforcement audit 0% 0 0% 0
or visit

Other 11% 37 11% 23
Number of Respondents 349 349 203 203
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When asked about the reasons for signing up for E-Verify, the top three reasons were
Improving ability to verify work authorization (60%), Required participation from state
or local government (32%), and Federal government requirement (23%).

Figure 3117 When Did Your Company Sign Up For E-Verify

2018 2019

Percent Percent

When did your organization enroll with & erify

Within the last sixmonths 8% 355 7% 211
Within the last six to twelve months 18% 781 14% 416
One or two years ago 17% 720 33% 992
More than two years ago 57% 2,427 46% 1,401
Number of Respondents 4,283 3,020

2018 2018 2019 2019

Percent Frequency  Percent Frequency

Why did your company sign up for B/erify~

To improve ability to verify work authorization 53% 2,263 60% 1,824
State or local gpvernme_n.t/sta_lte or local 350 1,514 3206 974
contractor required participation

Fed_er_algpvernment/federal contractor required 27% 1,173 2396 703
participation

Belleved_ using EV_erlfy would help avoid a U.S. 16% 666 18% 550
ICE audit, raid or fine

Parent company required participation 7% 319 8% 228
To satisfy a client’s request 10% 416 8% 249
Bellevgd it unld make us more competitive with 6% 244 6% 193
others in our industry

Other 7% 289 7% 199
Number of Respondents 4,283 4,283 3,020 3,020

~multiple answers allowed

Roughly two-thirds (66%) of those who were required to use E-Verify reported they
would be very likely to continue to do so even if not required and another 20% would
be somewhat likely to continue to use it without a requirement. Only five percent said
they would not use it at all.

Figure 327 Likelihood To Continue Using E-Verify

2018 2018 2019 2019
Percent Frequency Percent Frequency

Likelihood to continue using EVerify if no
longer required to do so

Very likely 62% 1,457 66% 974
Somewhat likely 23% 541 20% 303
Not Too Likely 8% 191 8% 123
Not At All Likely 7% 157 5% 80
Number of Respondents 2,346 2,346 1,480 1,480
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The clear majority of all users (90%) prefer e-mail as the mode for getting information
about changes or updates to E-Verify. E-mail (45%) also remains also most preferred
method of contacting E-Verify for help. Just over one-quarter (28%) prefer to use the
phone. This is similar to last year.

Figure 3371 Preferred Contact Method Charts

How prefer to get changes or update information to erify

E-mail NN 00%
Through the E-Verify Website B 5%
Mailer 1 2%
E-Verify system broadcast messagel 1%
Fax 0%
Phone call 0%
Live presentation 0%

Other 1 1%

m 2019

N=3,020

How would prefer to contact EVerify for help

E-mail I 45%
Phone call NG 23%
Text or Web chat I 14%
Through the E-Verify website I 12%
Fax 0%
Mail 0%

Other | 1%

m 2019

N=3,020
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Figure 34 1 Preferred Method About Hearing Changes

2018 2018 2019 2019

Percent Frequency Percent Frequency

How prefer to get changes or update information

to E-Verify

E-mail 88% 3,773 90% 2,728
Fax 0% 5 0% 6
Mailer 2% 92 2% 62
E-Verify system broadcast message 2% 67 1% 40
Phone call 0% 5 0% 6
Through the EVerify Website 7% 288 5% 154
Live presentation 0% 15 0% 4
Other 1% 38 1% 20
Number of Respondents 4,283 4,283 3,020 3,020

Figure 357 How would you prefer to contact E-Verify for help

2018 2018 2019 2019

Percent Frequency Percent Frequency

How would prefer to contact EVerify for help

E-mail 45% 1,917 45% 1,360
Fax 0% 4 0% 0
Malil 0% 4 0% 4
Text or Web chat 13% 557 14% 435
Phone call 28% 1,202 28% 838
Through the EVerify website 13% 554 12% 351
Other 1% 45 1% 32
Number of Respondents 4,283 4,283 3,020 3,020
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Text Comment Analysis

The survey contained an open-ended guestion where respondents could provide their
thoughts regarding E-Verify. Comments were read and content analyzed to discern
any meta themes within each question.

A The survey contained an open-ended question where respondents could
provide their thoughts regarding E-Verify. Comments were read and content
analyzed.

A The most common comment was thatthe E-Ver i fy program was fg
and did not require any changes as this sampling of the comments provided
can attest.

A B/erify has made my job much easier to verify the work status of newly
hired employees. | feel confident | am following regulations pertaining to
the process of documenting workers rig

AThe mo-fiendlyuGoeernment website available. All the systems
should be this easy!! !0

A Specific improvement areas included making E-Verify mandatory for all
companies, streamlining passwords, the amount of time allowed to enter data,
[-9 issues, and the ability for the system to catch identity fraud.

fitsgr eat. Make it a requirement for eve

Aln the past | have had difficulty wit
had not logged for the past six months. It takes a lot of work to set and

re-set the password. The rules for the password are too specific and
confusing, and it never accepts an aut

A T h @lay 8ule to E-verify can be a bit unreasonable for small
businesses. | am the only person available to E-verify and if | am on sick
or have a sick child or on vacation, the 3-day rule is very inconvenient. A
week would be more realistic.o

AJust add t 9 érmsneyoursystem scoMe cah send it to our
new hires and they can complete 1t fro

AThe system needs t o htehvfraud.dhelreptoyeer sy s
should be able to upload identification that they believe to be fraudulent
and have it compared by the agency i ss

The full breakdown of comments is listed in Appendix E.
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Outcomes

Three single-attribute outcome behaviors were measured in the survey: Likelihood to
Recommend, Confidence in the Accuracy of the Program and Likelihood to Participate
in the Program in the Future. New Enrollees score slightly higher on Future Behaviors
than Existing Users. While the scores for most Future Behaviors increased from last
year, Confident in Accuracy rose for both New Enrollees (93, +3) and Existing Users
(92, +2).

Figure 357 Outcome Behavior Scores

Recommend

Confident in Accuracy

Future Participation

® New Enrollees (0-12 months) m Existing Members (1 or more years)

Indicates change issignificant at 90% confidence

37 Final Report



Priority Matrix

By plotting performance scores (along the vertical axis) against impact on satisfaction

(along the horizontal axis), it is possible to identify those driver areas that require the

most attention. The Priority Matrix below illustrates the performance of each

satisfaction driver compared to the impact it has on the CSI. Those drivers in the lower

right-hand corner are the lower-performing, higher-impact areas and should be a

priority. Given the high scoresforallofE-Ver i f yd6s satisfaction dr i
into this region of the matrix.
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Figure 36 7 New Enrollees Priority Matrix

100 Maintain '¢ Strength
+\- Photo Matching
90 - i N
i Using E-Verify
% |
80 I _._._._._.._.I.;._._._._ R
Tentative i
Nonconfirmation
[C (TNC) !
Resolution
60 - Process
o0 A Interested in
Communicating !
40 - ./' with Peers '
30 Secondary (?ppertuni‘ty | i | | | | :
0.0 0.5 1.0 1.5 2.0 2.5 3.0 3.5 4.0
Figure 371 Existing Users Priority Matrix
100 Maintain i Strength
Tentative 'Photo Matching e
90 - Nonconfirmation !
! Using E-Veri
mNC) g Eveny
80 - Resolution \. |
Process '
N —— ___._._._._.._.._._._._.______l!_________________________________
70 -
60 -
50 |
Interested in
40 s Communicating :
o with Peers
30 Secondary Oppolrtunity ‘ i | | |
0.0 0.5 1.0 1.5 2.0 2.5 3.0
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APPENDIX A: CUSTOMER SATISFACTION MODELS
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Customer Satisfaction Models

The same customer satisfaction model, developed for the 2009 baseline study, was
used to evaluate the areas (drivers), which are hypothesized to affect satisfaction with
E-Verify. The Customer Satisfaction Model is comprised of three components: 1) the
Customer Satisfaction Index or CSl, 2) Key Drivers of Satisfaction, and 3) Outcomes
of Satisfaction?. Each of these is discussed below.

The Customer Satisfaction Index (CSl). The CSl is the weighted average score of
three core survey questions (shown below) which are asked of all participating
Agencies and other entities involved in the CFI and/or ACSI Group benchmarking
measures. The question wording is customized for each agency, hence the specific
reference here to E-Verify. The scores are converted into a 1-100 scale and averaged.
All CSI scores are reported for All Users (both new and existing users combined)
unless otherwise noted.

Figure 381 CSI Model Explanation

QOverall

Satisfaction

“Consider your overall
experiences during the past
year with E-Verify. How satisfied
are you with E-Verify?"

Met
Expectations

Customer
Satisfaction Index

“To what extent has E-Verify met
your expectations?”

Compared to

Ideal

“Now, imagine the ideal online Most of the guestions in the survey are rated on a 1-to-10 scale, where 17 is
verification service. How well “Poor”™ and “10” is “Excellent.” Scores are converted to a 0 to 100 scale for

does E-Verify compare with that reporting purposes
ideal ?"

Drivers of Satisfaction are indices comprised of the response averages to 11
questions grouped into three topic areas, called drivers. Questions on Using E-Verify,
TNC Resolution, and Photo Matching are asked of all respondents. Attribute scores
are the mean (average) respondent scores of each individual question that was asked

2 Additional questions that are not included in the key driver indices, and thus not included in the actual satisfaction model, are
still asked to provide information on use and satisfaction of E-Verify. Discussion of those results is provided separately.
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in the survey. Respondents are asked to rate each item on a 1-to-10 scale with 1

bei pgoido and 10 being fAexcellent. o

Responses to these items are converted to a 0-to-100 scale for reporting purposes. It

is important to note that these scores are score averages, not percentages. The score

i's best thought of as anoi addx10®@i mbaf@i mgafie
Key Drivers of Satisfaction are used in the model to explain the relative importance of

each area to satisfaction experience. In addition to the score, each driver also has an

bY

Ai mpact number . O T h e rivempdaates how mmeb &5-poiitor e ac h
improvement in that driver would change the CSI score (see fig. 5 below full list of
questions comprising the drivers). If the driver increases by less than or more than five
points, the resulting change in the CSI would be the corresponding fraction of the
original impact.
Survey Items Comprising Drivers of E-Verify Customer Satisfaction
Figure 391 Drivers of Customer Satisfaction
i. Driver 1) Using E-Verify
1. Speed of receiving an initial response from E-Verify
2. Ease of submitting 1-9 information on E-Verify
3. Clarity of next steps as described in the response
4. Ease of Navigating the E-Verify Site
ii. Driver 2) TNC Resolution
1. TNC Referral Process
2. Speed of resolving the case
3. Ease of resolving the case
4. Further action notice process
5

Clarity of communications about the steps involved in the
resolution process

iii. Driver 3) Photo Matching
1. Ease of photo matching process
2. Helpfulness in preventing fraud

Outcomes of Satisfaction The third component of the models are called outcomes,
shown as three single-attribute outcome behaviors that were measured in the survey;
Likelihood to Recommend, Confidence in the Accuracy of the Program, and Likelihood
to Participate in the Program in the Future. They are also converted to the same 1-100
scale as the satisfaction drivers. The impact number indicates how much a 5-point
improvement in CSI will change the total individual outcomes score. If the CSI
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increases by less than or more than five points, the resulting change in outcome would
be the corresponding fraction of the original impact. These three questions address:

Outcomes:
A Willingness to Recommend
A Confident in Accuracy
A Future Participation

Figure 401 Customer Satisfaction Outcomes

Recommend

How likely would you be to recommend the E-Verify program to others?

Confident

How confident are you in the accuracy of the E-Verify program?

Future Participation

How likely are you to continue to participate in the E-Verify in the future?

Non-Modeled Components. The questions below are those where the number of
respondents who use a given area is too low to include their answers in the model or
where the question provides additional information on user behavior but was not
meant for incorporation into the ACSI methodology model.?

Non- Modeled Components
Figure 417 Non- Modeled Components
l. Customer Service
1. Professionalism
2. Communication Skills
3. Ability to understand your question/issue
4. Ease of accessing representative
5. Providing guidance on policy/questions

II.  Technical Assistance

3 Scores are still provided; however, impacts cannot be calculated.
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V.

V.
VI.

\Y

1
2
3.
4

5.

. Professionalism

. Communication Skills

Knowledge of technical issues

. Ease of accessing representative

Technical guidance resolving your issue

Registration (New Enrollees Only)

1.

5.

Speed of receiving User Name, Password and E-Verify
Web Address

Ease of submitting registration information
Clarity of instruction on how to enroll

Memorandum of understanding makes responsibilities
and next steps clear

Ease of registration process overall

Tutorial (New Enrollees Only)

1.

2.
3.
4.

Ease of taking online training in terms of understanding
content

Ease of accessing online resources
Helpfulness of information in User Manual

Ease of training process overall

Usefulness of online resources

5.

Ease of completing online training in terms of time
required

Experience with E-Verify Listens

Internet Usage

Interest in Communication with Peers about E-Verify
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Driver and Satisfaction Model Functionality lllustrations

As stated previously, the Customer Satisfaction Model is comprised of drivers of
satisfaction and the CSI. The figure below addresses the drivers and their relationship
with satisfaction.

Figure 427 CSI Model lllustration

Legend
Each Driver is made up of a number of
. . P Score: Indicates performance as a weighted
attribute questions. For example, the averageon “0” to *100° scale
attributes for Using E-Verify are listed SATISFACTION DRIVERS )
below. ) .
— Customer Satisfaction Index
XX p& @l Communication
Using E-Verify
Mow, think about using E-Verify systern. e

Please rate the following using a 10-point
scale where "1"is "poer” and 107 is XX X.X Communication
“excellent.” . B e

* Ease of navigating the E-Verify site

* Ease of submitting |-9 information onE- - Impact: Indicates how much a 5-point

veny - improvement will
* Speed of receiving an initial response - . .
L drive satisfaction or outcome.
from E-Verify
*  Clarity of next steps as described inthe

XX
0 100

An impact of zero does not signify fow importance.

response Rather, it means that incremental increases or
decreases in this area are unlikely to result in changes
to CSl at this time.
Non-modeled Components
Customer Service Registration
NEWE:E:"EES | | Non-modeled Components are
L .
| Il | areas with enough sample to
Existing Users calculate scores, but insufficient
only . Communication sample to calculate impacts and
with Peers include in the model.

Aggregate/All
Users Technical Assistance

On the left-hand side of the model, each of the satisfaction drivers is shown. Driver

scores, shown in the blue ovals, are the mean aggregate respondent scores for each

individual question asked in the survey. Respondents were asked to rate each item on
al-to-10scalewit h 1 being Apooro and 10 being fAexce
converted to a 0-to-100 scale for reporting purposes. It is important to note that these

scores are not percentages. The score is best thought of as an index, with 0 meaning

Apoor o anmi Ad®d Ofnene@ael | ent . O

Impacts, shown in the gray rectangles, should be interpreted as the effect on the CSI if
the initial driver were to be improved or decreased by five points. For example, if the
score for Using E-Verify was 91 and the impact was 2.0, a five-point increase in Using
E-Verify (96) would result in a 2-point increase in CSI. If the driver increases by less
than or more than five points, the resulting change in the CSI would be the
corresponding fraction of the original impact. Impacts are additive. Thus, if multiple
areas were to each improve by five points, the related improvement in the CSI would
be the sum of the impacts. CSlI, in turn, drives outcome behaviors shown on the right-
hand side of the model. These outcomes include Recommending E-Verify, Confidence
in accuracy, and Likelihood to use E-Verify in the future.
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APPENDIX B: SURVEY QUESTIONNAIRE
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E-Verify Customer Survey of 2019 Users

Introduction

The U.S. Citizenship and Immigration Services (USCIS) would like feedback from
employers who have enrolled in E-Verifyd the Internet-based system that allows
businesses to determine the eligibility of their employees to work in the United States
by electronically verifying their workforce.

Please take a few moments to respond to this survey.

CFI Group, a third-party customer satisfaction research organization, will administer
the survey to ensure the anonymity of our customers. Additionally, all information you
provide will be aggregated for research and reporting purposes only. Individual
responses will not be released.

The Office of Management and Budget Control authorized this survey under OMB
Survey control number 1090-0007, which expires September 30, 2021. For more
details on OMB authorization, please visit the following website.

Awareness / Registration

QA. USCIS records indicate that your company is currently enrolled in E-Verify. Is that
correct?

1. Yes (CONTINUE)
2. No Thank You. We will re-check our records. (TERMINATE)

QB. We would like the person who responds to this survey to be someone who is
knowledgeable about why your company signed up for E-Verify and your
c omp any 0 s-Varify.&ouonamebvas provided as someone who would be
appropriate to respond. Is that correct?

1. Yes (SKIP TO Q1))
2. No (CONTINUE)

QC. We would appreciate it if you would either:

(1) Forward the e-mail link for the survey to the person at your company who
could best answer our questi oVesfy.[®baseut y ou
forward to just one person.]

OR
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(2) Provide us the name and e-mail address for that person.

NAME:

E-MAIL ADDRESS:

Thank you very much, we appreciate your assistance. (TERMINATE)

Q1. How did you first learn about E-Verify? (Select only one.)

1.
2.

w

© ©o N O A

10.
11.
12.
13.
14.

E-Verify materials or presentation
E-Verify Web site

US Citizenship and Immigration Services (USCIS) or Social Security
Administration (SSA) materials or presentation

USCIS or SSA Website

My Company / Human Resources (HR) / Corporate Office
Colleague / Employee

Professional Associate

Local, State or Federal Government

Advertisement (print, radio, billboard, online)

News Story

Social Media

Information from a client or a professional organization
Former Employer

Other (Please Specify: )

Q2. When did you learn about E-Verify?

a s wbn e

Within the last six months
Within the last six to 12 months
One or two years ago

More than two years ago
Dondt remember

Q3. Why did your company enroll in E-Verify? (Select all that apply.)

1.
2.
3.
4.

Parent company required participation
Required to by state or local government / state or local contractor
Required to by federal government / federal contractor

A

To satisfy a clientbds request
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Believed using E-Verify would help us to avoid a U.S. ICE audit or fine
To improve ability to verify work authorization
Believed it would make us more competitive with others in our industry
Other (Please Specify: )

© N o o

[ I F Alo, 20 OR A30 | S CHECKED I N Q3. ASK

Q4. If your company was no longer required to use E-Verify, how likely is it that you
would continue to use it anyway?

Very likely (SKIP TO Q7.)
Somewhat likely (SKIP TO Q7.)
Not Too Likely (CONTINUE)
Not At All Likely (CONTINUE)

»wnNPE

Q5. Why do you say that? {OPEN-END}

[I' F An10, A20 OR fA30 | S CHECKED I N Q3. ASK

Q6. If your company participates in E-Verify because it is required to do so, how did
you learn about that requirement? (Select only one.)

1. E-Verify materials or presentation
2. E-Verify Web site

US Citizenship and Immigration Services (USCIS) or Social Security
Administration (SSA) materials or presentation

USCIS or SSA Website

My Company / Human Resources (HR) / Corporate Office
Colleague / Employee

Professional Associate

Local, State or Federal Government

Advertisement (print, radio, billboard, online)

10. News Story

11. Social Media

12. Information from a client or a professional organization
13. Former Employer

14. Other (Please Specify: )

w

© 0N O A

Q7. When did your organization enroll with E-Verify?
1. Within the last six months
2. Within the last six to 12 months
3. One or two years ago (SKIP TO USE Q32.)
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4. More than two years ago (SKIP TO USE Q32.)

Q8. Did you enroll your organization with E-Verify?
1. Yes, | personally enrolled our organization (CONTINUE)

2. No, someone else in our organization enrolled us with E-Verify (SKIP TO
TUTORIAL Q15.)

3. bondét Know (SKIP TO TUTORI AL Q15.)

Next, think about the process when you enrolled your organization in E-Verify.
Please rate the followingusinga 1l0-poi nt scal e where fA10 is HApc
Aexcell ent . 0

Q9. Clarity of instructions on how to enroll

Q10. Memorandum of wunderstanding making the en
steps clear

Q11. Ease of submitting registration information
Q12. Speed of receiving User Name, Password and E-Verify Web Address
Q13. Ease of registration process overall (including the required testing)

(I F Q13. IS RATED LOWER THAN fA60 ASK Q14.)
Q14. What is your reason for rating ease of registration process overall lower than

A6o? (OPEN END)

Tutorial

Q15. Did you complete the training and online tutorial that is part of the E-Verify sign
up process?
1. Yes (CONTINUE)
2. No (SKIP TO USE Q32.)

Now, think about the training and online tutorial that is part of the sign-up process.

Please rate the followingusinga 1l0-poi nt scal e where fA10 is HApcCc
Aexcell ent . O

[ROTATE Q16 THRU Q19; Q20 MUST BE LAST.]

Q16. Ease of taking online training in terms of understanding content
Q17. Ease of completing online training in terms of time required
Q18. Ease of accessing online resources

Q19. Usefulness of online resources

Q20. Ease of training process overall
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Q21. Please rate the usefulness of the following resources in helping you understand
E-Verify processes and policies. Use a s
very usefulo and Al100 is Avery useful .o
pl ease select ANot applicable. o

1. Manuals

2. Tutorials

3. Refresher Tutorials

4. E-Verify public website
5. Q&As

6. E-Verify news articles

7. Helper Text

8. Quick Reference Guides
9. E-Verify call center

10. Other E-Verify users

Q22. What could E-Verify do to make these resources more useful in helping you
understand E-Verify best practices, procedures, and policies? Open End

F Q20. IS RATED LOWER THAN A60 ASK Q23.)
3 What i s your reason for rating ease of

(1
Q2
Q24. Have you used the E-Verify User Manual?

1. Yes (CONTINUE TO Q25)
2. No (SKIP TO Q29)

Please rate the followingusinga 1l0-poi nt scal e where fA1l0 is HApCc
Aexcell ent . o
Q25. Helpfulness of information in the E-Verify User Manual

Q26. Did you use the table of contents to find information about a topic?
1. Yes
2. No
3. Dondt remember

Q27. What feature of the user manual was most helpful? (open end)

Q29. Is the training provided useful in helping employers pass the required test?
1. Yes
2. No (IF NO, ASK 30)
3. Dondot Know

Q30. Why was the training and online tutorial not helpful in passing the test? (OPEN
END)
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Q31. Do the tutorial and required test adequately prepare employers to use E-Verify
effectively?

1. Yes
2. No
3. Donodt Know

Use

Q32. Have you used E-Verify in the past six (6) months?
1. Yes (SKIP TO Q37.)
2. No (CONTINUE)
3. Dondét Know (CONTI NUE)

Q33. Have you ever used E-Verify?
1. Yes (CONTINUE)
2. No (SKIP TO Q36.)
3. DK (SKIP TO Q36.)

Q34. About how long has it been since you last used E-Verify?
1. Seven to 12 months
2. One to two years
3. More than two years

Q35.Why havenot -Verity withio theepdst six months?
[CHECK ALL THAT APPLY]

a. Have not hired any new employees in past six months

No longer want to participate in E-Verify

It was too hard / difficult to use the E-Verify system

No longer see any value to using E-Verify

Using E-Verify required us to let go of some existing employees
Using E-Verify made us less competitive in the marketplace

No one on our current staff has completed the E-Verify tutorial
Other (Please Specify: )

Se@ "o aoCT

[ALL IN Q35. SKIP TO Q37.]

Q36. Why have you never used E-Verify?
[CHECK ALL THAT APPLY]

1. Have not hired any new employees since enrolling in E-Verify
2. Do not want to participate in E-Verify
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It seems too hard / difficult to use the E-Verify system

Do not see any value to using E-Verify

Using E-Verify may require us to let go of some existing employees
Using E-Verify will make us less competitive in the marketplace

No one ever completed the E-Verify tutorial

. Other (Please Specify: )

[ALL IN Q36. SKIP TO D1]

© N OhW

Q37. Which best describes your organization as a user of E-Verify?

1. Employer E-Verify User -- users of E-Verify that are NOT employment services
providers, E-Verify Employer Agents (formerly Designated Agents), or the user
of an E-Verify Employer Agent.

2. Temporary Agency or Employment Agency -- users of E-Verify that provide
employment services to other employers, that is, provide them with permanent
or temporary workers.

3. E-Verify Employer Agent (formerly Designated Agent) -- users of E-Verify that
enrolled for E-Verify as an E-Verify Employer (or Designated) Agent, that is, as
a company that provides E-Verify services to other employers for a fee.

Q37b. Are you a first-time user of E-Verify (i.e. You have used E-Verify for the first
time in the last year)?

Yes
No

Q38. Which best describes how frequently you use E-Verify?
1. Once a week or more

Two or three times a month

About once a month

Once every few months

Once or twice a year

Less than once a year

o gk wd

Using E-Verify
Q39. How do you usually create an E-Verify case?
1. Website i use the E-Verify Website to generate a case (IF WEBSITE ASK
Q40)
2. Web services 1 use a Web services application that was custom-built by
someone other than the federal government

3. Use both Website and Web service (IF WEBSITE ASK Q40)
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Q40. Would you find the addition of an electronic 1-9 useful? (ONLY ASK IF Q39=1 or
3)
1. Yes
2. No
3. Dondét know

Q41. Do you use the pre-Tentative Nonconfirmation (TNC) check page to correct any
typos before you submit a case?

1. Yes
2. No
3. Donot k now

Now, think about using E-Verify system.

Please rate the followingusinga 1l0-poi nt scal e where fA10 is HApcCc
Aexcell ent . O

[ ROTATE TiHRW ol Q450 . |

Q42. Ease of navigating the E-Verify site

Q43. Ease of submitting I-9 information on E-Verify

Q44. Speed of receiving an initial response from E-Verify

Q45. Clarity of next steps as described in the response

Q46. Do you have any suggestions to make the case creation process
easier? (OPEN END)

QA47. Have you received a TNC in any of the cases you have submitted to E-Verify in
the past 6 months?

1. Yes (CONTINUE)
2. No (SKIP TO PHOTO MATCHING Q55.)
3. Dondt know (SKIP TO PHOTO MATCHI NG Q55.)

Q48. Approximately how many TNCs have you received in the past 6 months?
1.1

2-5

6-9

10-24

25 or more

arwbd

Now think about the TNC resolution process. Please rate the following using a 10-
point scale where filo0 is Apooro and A100 i s

[ROTATE Q49 AND Q50; Q51 MUST BE LAST.]
Q49. Speed of resolving the case
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Q50. Clarity of communications about the steps involved in the resolution process
Q51. Ease of resolving the case

(I F Q51. IS RATED LOWER THAN fA6060 ASK Q52.)

Q52. What is your reason for rating ease of
END)

Q53.Usingal0-poi nt scale where Al10 is Apoomw® and

rate the new TNC referral process?

Q54. Using the same scale, how would you rate the Further Action Notice process?

Q54a. Do you find the duplicate case alert useful?

1. Yes

2. No

3.1 donét know/ Not sure

Q54b. How oftendoyou enteranemploy ee 6 s e mai | -\enfylifiteasss i nt o I
provided on Form I-9? Answer1-1 0 wi t h 1 equaling fAnevero an

Photo Matching
Q55. In the past 6 months while using E-Verify have you been prompted to match a
photo?
1. Yes (CONTINUE)
2. No (SKIP TO CUSTOMER SERVICE Q60.)
3. Donadt Know (SKIP TO CUSTOMER SERVI CE Q60.

Please rate the photo matching process in E-Verify on the following using a 10-point
scale where 10 is fAipooro and A100 is nAexcel

Q56. Ease of photo matching process
Q57. Helpfulness in preventing fraud

Q58. Do you typically have convenient access to the required technology (e.g. fax,
digital camera, copier, scanner, etc.) that is necessary to complete the photo
matching process?

1. Yes
2. No
3. Donodt Know
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Q59. How do you submit information for cases where the photo presented by E-Verify
doesndét match the photo provided by

1. Scan and upload into E-Verify
2. Express Malil
3. Other (Please describe)

Customer Service
Q60. Have you contacted E-Verify customer service by phone (1-888-464-4218) in
the past six months?

1. Yes (CONTINUE)

2. No (SKIP TO Q84.)

3. Dondét Know (SKIP TO Q84.)

Q61. Did you call about a password reset?
1. Yes
2. No
3. Dondét know

Q62. Overall, how satisfied were you with your experience when you contacted E-
Verify customer service?

1. Very satisfied (SKIP TO Q64.)
2. Somewhat satisfied (SKIP TO Q64.)
3. Somewhat dissatisfied (CONTINUE)
4. Very dissatisfied (CONTINUE)

Q63. What caused you to be dissatisfied with your experience when you called E-
Verify customer service? (OPEN END)

Q64. Think about your most recent call to E-Verify customer service, were you
transferred during that call?

1. Yes (CONTINUE)
2. No (SKIP TO Q67.)
3. Dondét Know (SKIP TO Q67.)

Q65. Was the amount of time you had to wait before the transferred call was
answered acceptable to you or did you feel it was too long?

1. Acceptable
2. Too long

Q66. During that call how many times were you transferred?
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Once
Twice
Three times
4. More than three times
[ALL IN Q66 SKIP TO Q72.]

wnN e

Think about the customer service that you received regarding E-Verify. Please rate the
customer service representative who assisted you on the following using a 10-point
scale where 10 is fipooro and A100 is Aexcel

Q67.Ease of accessing representative

Q68. Professionalism

Q69. Communication skills

Q70. Ability to understand your questions/issue
Q71. Providing guidance on policy/questions
[AFTER Q71 SKIP TO Q82.]

Think about the customer service that you received regarding E-Verify BEFORE your

call was transferred. Please rate the customer service representative(s) who assisted

you on the followingusinga10-poi nt scal e where filo i s Apoor
[ROTATE Q72 THRU Q76.]

Q72. Ease of accessing representative

Q73. Professionalism

Q74. Communication skills

Q75. Ability to understand your questions/issue
Q76. Providing guidance on policy/questions

Think about the customer service that you received regarding E-Verify AFTER your

call was transferred. Please rate the customer service representative(s) who assisted

you then on the followingusinga 10-poi nt s cal e whoe raen di 101 Oids ifisp ¢
Aexcell ent. 0 [ ROTATE Q77 THRU Q81. ]

Q77. Ease of accessing representative

Q78. Professionalism

Q79. Communication skills

Q80. Ability to understand your questions/issue
Q81. Providing guidance on policy/questions

Q82. Thinking about your most recent call to E-Verify customer service, was your
guestion answered or issue resolved?

1. Yes (CONTINUE)
2. No (GO TO Q84.)
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3. Dondét Know (GO TO Q84.)

Q83. How many calls were needed to resolve your issue?
1. Resolved during first call
2. Needed to call back one additional time to resolve issue
3. Needed to call back two additional times to resolve issue
4. Needed to call back three or more additional times to resolve issue

Q84. Have you contacted E-Verify customer service by email (E-Verify@dhs.gov) in
the past six months?

a. Yes (CONTINUE)
b. No (SKIP TO Q92.)
c. bondét Know (SKIP TO Q92.)

Q85. Overall, how satisfied were you with your experience when you emailed E-Verify
customer service?

1. Very satisfied (SKIP TO Q87.)
2. Somewhat satisfied (SKIP TO Q87.)
3. Somewhat dissatisfied (CONTINUE)
4. Very dissatisfied (CONTINUE)

Q86. What caused you to be dissatisfied with your experience when you emailed E-
Verify customer service? (OPEN END)

Please rate the customer service you received when you emailed E-Verify on the
followingusingal1l0-poi nt scal e where A10 is Apoor o anc
Q87 THRU Q90.]

Q87. Ability to understand your questions/issue

Q88. The timeliness with which you received a response
Q89. Communication skills in the response you received
Q90. Providing guidance on policy/questions

Q91. Thinking about your most recent email to E-Verify customer service, was your
guestion answered or issue resolved?

1. Yes
2. No
3. Donodt Know

Q92. How interested would you be in using the Internet to get answers to questions
or help with problems on your own, anytime, rather than having to call or email
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E-Verify? Pleaseuseal0-poi nt scale on which A10 mean
Al100 me andyinferested.0 e m

Technical Assistance

Q93. Have you contacted E-Verify technical assistance (1-800-741-5023) in the past
6 months?
(This is a toll-free customer service line available to employers for assistance in
resolving technical questions about the E-Verify operating system.)
1. Yes (CONTINUE)
No (SKIP TO Q103.)

3. Dondt KSKIB WO Q103)

no

Q94. Was the amount of time you had to wait before the transferred call was
answered acceptable to you or did you feel it was too long?

1. Acceptable
2. Too long

Think about the technical assistance that you received when you contacted E-Verify.
Please rate the representative(s) who assisted you on the following using a 10-point
scale where Al10 is fipooro and A100 is nAexcel

Q95. Ease of accessing representative

Q96. Professionalism

Q97. Communication skills

Q98. Ability to understand your questions/issue
Q99. Knowledge of technical issues

Q100. Technical guidance resolving your issue

Q101. Was your reason or issue you called technical assistance resolved?
1. Yes (CONTINUE)
2. No (SKIP TO Q103.)
3. Dondt SKIB WO Q103.)

Q102. How many calls were needed to resolve your issue?
1. Resolved during first call
2. Needed to call back one additional time to resolve issue
3. Needed to call back two additional times to resolve issue
4. Needed to call back three or more additional times to resolve issue

Policies and Regulations
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Q103. In your opinion, do you think E-Verify is doing enough to ensure that companies

usinge-Ver i fy adhere to the programds polici e
1. Yes

2. Not Sure / Do not know

3. No

Q104. In your opinion, does E-Verify have adequate safeguards in place to ensure
that employers use the E-Verify system properly?

1. Yes
2. Not Sure / Do not know
3. No

[[FQL03.0RQ104 I S ANOO, ASK Q105.]

Q105. Please describe, briefly, what you think E-Verify should be doing to make sure
t hat companies adhere to the programds po
system properly. [OPEN END]

Communications
Q106. How would you prefer to get information about changes or updates to E-Verify?
(Select only one.)
1. E-malil
Fax
Mailer
E-Verify system broadcast message
Phone call
Through the E-Verify Website
Live presentation
Other (Please specify: )

© NOoO A WD

Q107. How would you prefer to contact E-Verify for help? (Select only one.)
1. E-mall

Fax

Mail

Text or Web chat

Phone call

Through the E-Verify Website

Other (Please specify: )

No gk owbN
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Q108. How interested would you be in communicating with peers to get help and
share ideas about E-Verify or using the system? Please use a 10-point scale on
which A10 means Anot interestedoo and A100

E-Verify Listens

Q109. Have you used or are you aware of E-Verify Listens?

1. Yes

2. No (skip to ACSI Benchmark Questions)

3.1 donét know/ Not sure

Q110.Usinga1l0-poi nt scale where A10 i s Apooro and

your experience with E-Verify Listens.

ACSI Benchmark Questions

ACSI-1. First, please consider your overall experiences during the past year with E-
Verify.
UsingalO-poi nt scale on which Al1l0 means HAver
Avery satisfied, 0 hoMerfgrati sfi ed are you

ACSI-2. To what extent has E-Verify met your expectations?
Please use a 10-point scale on which "1" means "not met your expectations"
and "10" means, "exceeds your expectations."

ACSI-3. Now, imagine the ideal online verification service. How well does E-Verify
compare with that ideal?
Please use a 10-point scale on which "1" means "Not very close to the ideal"
and "10" means "Very close to the ideal.”

Outcomes

ACSI-4. If asked how likely would you be to recommend the E-Verify program to
others?
PleaseusealO-poi nt scale where Al10 means f@ANot
means fAVery | ikely.o

ACSI-5. How confident are you in the accuracy of the E-Verify program? Please use a
10-poi nt scale where filo means fANot Very C
Confident . O

ACSI-6. How likely are you to continue to participate in the E-Verify program in the
future?
PleaseusealO-poi nt scale where Al16 means MANOoOt
means fAVery Likely. o
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ACSI-7. Please provide any final comments on how we can improve E-Verify to better
serve you. (OPEN END)

Monitoring and Compliance

MC1. Were you contacted by the E-Verify Monitoring and Compliance Group in the
last 6 months?

Yes
No (skip to next section)

MC2. Please indicate how you were first contacted by the E-Verify Monitoring and
Compliance Group.

Email
Phone call
Desk review
Site visit
Other

PO T

~

MC3. On a scale from 1 to 10 where fA10 is Ap
the assistance you received from the E-Verify Monitoring and Compliance Group.
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Demographics
D1. In which state are you located?

D2. How many people do you employ?
174

5-29

30-99

100 - 299

3007 999

1,000 - 9,999

10,000+

N o g ke DD

D3. Do you consider yourself a small business?
1. Yes
2. No
3. Dondét Know

D4. Which category among the list below best describes the primary industry in
which your company or organization conducts business? (Select one)

Agriculture / Food Processing

Defense / Defense Industry

Communications / Media

Construction / General Contracting

Education (all levels)

Engineering (of any kind)

Financial Services (Banking, Insurance, Finance, etc.)
Healthcare / Public Health

Hospitality (Hotel / Motel / Restaurant, etc.)
Information Technology

Manufacturing

Non-Profit / Not-for-Profit

Sales i Retail or Wholesale

Staffing / Personnel

Transportation

Utilities / Energy / Natural Resources

Professional Services / Consulting (Medicine, Law, Architecture, Research etc.)
Government Services

Other (Please Specify: )

© © N o g s wDd R

e e e e N o o o
© ® N o gk~ w Db E O
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Thank you for participating in this survey.
We greatly appreciate your time and effort and value the information you have
provided.
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APPENDIX C: NON-MODELED RESPONSES
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These tables show % of respondents. Modeled responses are in Appendix C.

Year over Year Comparison

Figure 43 - 2018 v 2019 Demographics

2018 2018 2019 2019
% \ % I\

How did you first learn about EVerify
E-Verify materials or presentation 7% 303 6% 176
E-Verify website 9% 373 9% 271
USCIS or SSA materials opresentation 6% 242 7% 201
USCIS or SSA website 1% 64 2% 53
My Company/HR/Corporate Office 20% 872 21% 645
Colleague/Employee 7% 285 6% 180
Local, State or Federal Government 13% 558 10% 290
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 8 0% 0
Billboard advertisement 3% 112 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from a professional organization 0% 0 0% 0
U.S. Immigration and CustomsEnforcement audit or visit 0% 0 0% 0
Professional associate 9% 381 7% 225
Info from a client or professional organization 9% 389 7% 204
Former employer 8% 332 13% 398
Advertisement (print, radio, billboard, online) 0% 0 2% 48
News story 0% 0 2% 60
Social media 0% 0 0% 6
Other 8% 364 9% 263
Number of Respondents 4,283 3,020
When did you learn about EVerify
Within the last six months 5% 211 4% 106
Within the last six to twelve months 12% 511 8% 249
One or two years ago 14% 592 22% 669
More than two years ago 65% 2,766 61% 1,831
Don’t remember 5% 203 5% 165
Number of Respondents 4,283 3,020
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2018 2018 2019 2019

% \ % N
Why did your company sign up for B/erify~
Parent company requiredparticipation 7% 319 8% 228
Stat_e_or Ipcal government/state or local contractor required 350 1514 3206 974
participation
Federal government/federal contractor required participation 27% 1,173 23% 703
To satisfy a client’s request 10% 416 8% 249
fE?séieved using EVerify would help avoid a U.S. ICE audit, raid or 16% 666 18% 550
To improve ability to verify work authorization 53% 2,263 60% 1,824
ilizllijes\:re;/d it would make us more competitive with others in our 6% 244 6% 193
Other 7% 289 7% 199
Number of Respondents 4,283 3,020
Likelihood to continue using EVerify if no longer required to do so
Very likely 62% 1,457 66% 974
Somewhat likely 23% 541 20% 303
Not Too Likely 8% 191 8% 123
Not At All Likely 7% 157 5% 80
Number of Respondents 2,346 1,480
How did you learn about requirement to participate in-&erify
E-Verify materials or presentation 4% 13 7% 15
E-Verify website 6% 21 6% 12
USCIS or SSA materials or presentation 4% 15 4% 8
USCIS or SSAwebsite 1% 3 2% 4
My Company/HR/Corporate Office 15% 53 12% 25
Colleague/Employee 5% 18 4% 9
Local, State or Federal Government 28% 99 31% 62
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 0 0% 0
Billboard advertisement 3% 10 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from a professional organization 0% 0 0% 0
U.S. Immigration and Customs Enforcement audit or visit 0% 0 0% 0
Advertisement 0% 1 0% 1
Info from client or professional organization 9% 32 8% 16
Former employer 3% 10 5% 11
News story 0% 0 1% 2
Professional associate 11% 37 7% 15
Other 11% 37 11% 23
Number of Respondents 349 203
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2018 2018 2019 2019

% \ % N
When did yourorganization enroll with EVerify
Within the last six months 8% 355 7% 211
Within the last six to twelve months 18% 781 14% 416
One or two years ago 17% 720 33% 992
More than two years ago 57% 2,427 46% 1,401
Number of Respondents 4,283 3,020
Did you enroll your organization with &/erify
| personally enrolled our organization 88% 999 85% 533
Someone else in our organization enrolled us with-Zerify 11% 120 14% 85
Don’t know 1% 17 1% 9
Number of Respondents 1,136 627
Completed training and online tutorial during &erify sign up
process
Completed the training 93% 1,056 94% 587
Did not complete the training 7% 80 6% 40
Number of Respondents 1,136 627
Used the EVerify User Manual
Have used theUser Manual 43% 449 46% 268
Have not used the User Manual 57% 607 54% 319
Number of Respondents 1,056 587
Used table of contents
Used table of contents 46% 208 50% 134
Did not use table of contents 7% 31 7% 18
Don’t remember 47% 212 43% 116
Number of Respondents 451 268
Is the training provided useful in helping employers pass the
required test
Training provided is useful 86% 904 87% 511
Training provided is not useful 1% 14 1% 4
Don’t know 13% 138 12% 72
Number of Respondents 1,056 587
Tutorial and required test adequately prepare employers to use-E
Verify
Test prepares employers 90% 951 91% 534
Test does not prepare employers 2% 24 3% 15
Don’t know 8% 81 6% 38
Number of Respondents 1,056 587
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2018 2018 2019 2019
% N % N

Have you used EVerify in the past six months
Used EVerify past 6 months 88% 3,774 89% 2,695
Have not used EVerify in past 6 months 10% 447 9% 274
Don’t know 1% 62 2% 51
Number of Respondents 4,283 3,020
Have youever used EVerify
Used EVerify 100% 509 100% 325
Have not used EVerify 0% 0 0% 0
Don’t know 0% 0 0% 0
Number of Respondents 509 325
About how long has it been since you last used-®erify
Seven to twelve months 72% 367 67% 217
One to two years 25% 129 28% 90
More than two years 3% 13 6% 18
Number of Respondents 509 325
Why have not used EVerify within past six months~
Have not hired any new employees in past six months 97% 427 7% 249
No longer want toparticipate in EVerify 2% 7 2% 5
It was too difficult to use the EVerify system 2% 7 3% 10
No longer see any value to using & erify 1% 6 2% 5
Using EVerify required us to let go of some existing employees 0% 0 0% 0
Using EVerify made us lesscompetitive in the marketplace 0% 1 0% 0
No one on our current staff has completed the &/erify tutorial 1% 3 1% 3
Other 0% 0 19% 61
Number of Respondents 439 325
Why have never used EVerify~
Have not hired any new employees sincenrolling in EVerify 0% 0 0% 0
Do not want to participate in EVerify 0% 0 0% 0
It seems too difficult to use the EVerify system 0% 0 0% 0
Do not see any value to using E/erify 0% 0 0% 0
Other 0% 0 0% 0
Number of Respondents 0 0
Which best describes your organization as a user of &erify
General User 93% 3,973 93% 2,801
Temporary Agency or Employment Agency 4% 165 4% 120
E-Verify Employer Agent 3% 145 3% 99
Number of Respondents 4,283 3,020
First time user
First time user 29% 1,221 25% 757
Not a first time user 71% 3,062 75% 2,263
Number of Respondents 4,283 3,020
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2018 2018 2019 2019

% N % N
Which best describes how frequently you use & erify
Once a week or more 12% 526 14% 434
Two or three times a month 16% 679 20% 616
About once a month 12% 533 15% 459
Once every few months 30% 1,303 29% 882
Once or twice a year 21% 900 15% 456
Less than once a year 8% 342 6% 173
Number of Respondents 4,283 3,020
How usually generate EVerify case
Website 91% 3,896 82% 2,484
Web services 6% 255 12% 365
Website and Web service 3% 132 6% 171
Number of Respondents 4,283 3,020
Find the addition of electronic useful
Would find useful 53% 2,075 58% 1,543
Would not find useful 14% 550 13% 334
Don’t know 33% 1,271 29% 778
Number of Respondents 3,896 2,655
Use pre-TNC check page
Use page 42% 1,798 46% 1,391
Do not use page 31% 1,311 29% 862
Don’t know 27% 1,174 25% 767
Number of Respondents 4,283 3,020
Received a TNC in thegpast 6 months
Received TNC 14% 593 17% 511
Did not receive TNC 69% 2,940 64% 1,933
Don’t know 18% 750 19% 576
Number of Respondents 4,283 3,020
How many TNCs received in the past 6 months
One 57% 336 51% 263
2-5 36% 216 41% 212
6-9 4% 24 4% 20
10-24 1% 8 2% 10
25 or more 2% 9 1% 6
Number of Respondents 593 511
Find duplicate case alert useful
Find duplicate case alert useful 61% 363 58% 296
Do not find it useful 6% 37 5% 24
Don’t know 33% 193 37% 191
Number of Respondents 593 511
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2018 2018 2019 2019

% N % N
Past 6 months while using EVerify have you been prompted to
match a photo
Prompted to match a photo 41% 1,759 53% 1,603
Not prompted to match a photo 52% 2,223 41% 1,252
Don’t know 7% 301 5% 165
Number of Respondents 4,283 3,020
Have access to the required technology to complete the photo
matching process
Have convenient access 92% 1,626 94% 1,500
Do not have convenient access 4% 73 3% 54
Don’t know 3% 60 3% 49
Number of Respondents 1,759 1,603
How do you submit info when photo doesnt match photo provided
Scan and upload into EVerify 48% 855 51% 824
Express Mail 0% 8 1% 10
Other 51% 904 48% 769
Number of Respondents 1,767 1,603
Contacted E-Verify customer service by phone in the past 6
months
Contacted customer service 11% 463 10% 303
Did not contact customer service 86% 3,703 87% 2,634
Don’t know 3% 117 3% 83
Number of Respondents 4,283 3,020
Called about a passwordreset
Called about a password reset 30% 139 30% 91
Did not call about a password reset 68% 314 68% 207
Don’t know 2% 10 2% 5
Number of Respondents 463 303
Satisfaction with your experience when you contacted & erify
customer service
Very satisfied 78% 360 80% 242
Somewhat satisfied 16% 75 15% 44
Somewhat dissatisfied 3% 12 3% 9
Very dissatisfied 3% 16 3% 8
Number of Respondents 463 303
Transferred during most recent call to E/erify customer service
Transferred during the call 17% 77 17% 52
Not transferred during the call 64% 295 66% 199
Don’t know 20% 91 17% 52
Number of Respondents 463 303
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2018 2018 2019 2019

% \ % \
Amount of time you had to wait before the transfer was
acceptable or too long
Acceptable 84% 65 87% 45
Too long 16% 12 13% 7
Number of Respondents 77 52
During that call how many times were you transferred
Once 74% 57 73% 38
Twice 18% 14 25% 13
Three times 6% 5 2% 1
More than three times 1% 1 0% 0
Number of Respondents 77 52
Issue resolved during most recent call to &/erify customer
service
Issue resolved 91% 420 93% 281
Issue not resolved 7% 33 6% 18
Don’t know 2% 10 1% 4
Number of Respondents 463 303
How many calls were needed taesolve your issue
Resolved during first call 89% 372 90% 252
Needed to call back one additional time to resolve issue 9% 37 9% 25
Needed to call back two additional times to resolve issue 2% 7 1% 3
ggﬁged to call back three or moreadditional times to resolve 1% 4 0% 1
Number of Respondents 420 281
Contacted E-Verify customer service by email in the past 6
months
E-mailed customer service 4% 158 3% 98
Have not emailed customer service 93% 3,980 94% 2,837
Don’t know 3% 145 3% 85
Number of Respondents 4,283 3,020
Satisfaction with your experience when you-enailed EVerify
customer service
Very satisfied 62% 98 72% 71
Somewhat satisfied 25% 39 13% 13
Somewhat dissatisfied 6% 9 6% 6
Very dissatisfied 8% 12 8% 8
Number of Respondents 158 98
Question answered or issue resolved after-enailing EVerify
customer service
Issue resolved after emailing 7% 122 7% 75
Issue not resolved after emailing 16% 26 17% 17
Don’t know 6% 10 6% 6
Number of Respondents 158 98
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2018 2018 2019 2019
% N % N

Have you contacted EVerify technical assistance in the past 6
months
Contacted technical assistance 3% 127 3% 86
Have not contacted technical assistance 93% 3,996 94% 2,836
Don’t know 4% 160 3% 98
Number of Respondents 4,283 3,020
Amount of time before the call was transfer was acceptable or too
long - TA
Acceptable 89% 113 87% 75
Too long 11% 14 13% 11
Number of Respondents 127 86
Was your reason or issue you calletechnical assistance resolved
Issue resolved 87% 111 87% 75
Issue not resolved 9% 12 8% 7
Don’t know 3% 4 5% 4
Number of Respondents 127 86
How many calls were needed to resolve your technical issue
Resolved during first call 89% 99 91% 68
Needed to call back one additional time to resolve issue 5% 6 7% 5
Needed to call back two additional times to resolve issue 5% 5 1% 1
ggﬁged to call back three or more additional times to resolve 1% 1 1% 1
Number of Respondents 111 75
E-Verify is doing enough to ensure companies using-Kerify
adhere to policies
Yes 60% 2,580 63% 1,910
Not Sure / Do not know 38% 1,637 35% 1,058
No 2% 66 2% 52
Number of Respondents 4,283 3,020
Adequate safeguards to ensureemployers use EVerify system
properly
Yes 68% 2,922 2% 2,163
Not Sure / Do not know 30% 1,299 27% 824
No 1% 62 1% 32
Number of Respondents 4,283 3,019
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How prefer to get changes orupdate information to EVerify

E-mail 88% 3,773 90% 2,728
Fax 0% 5 0% 6
Mailer 2% 92 2% 62
E-Verify system broadcast message 2% 67 1% 40
Phone call 0% 5 0% 6
Through the EVerify Website 7% 288 5% 154
Live presentation 0% 15 0% 4
Other 1% 38 1% 20
Number of Respondents 4,283 3,020

How would prefer to contact EVerify for help

E-mail 45% 1,917 45% 1,360
Fax 0% 4 0% 0
Mail 0% 4 0% 4
Text or Web chat 13% 557 14% 435
Phone call 28% 1,202 28% 838
Through the EVerifywebsite 13% 554 12% 351
Other 1% 45 1% 32
Number of Respondents 4,283 3,020

Used or aware of EVerify Listens

Used/aware of EVerify Listens 2% 104 3% 86
Have not used/not aware of EVerify Listens 98% 4,179 81% 2,437
Don’t know 0% 0 16% 497
Number of Respondents 4,283 3,020
Contacted by EVerify Monitoring and Compliance Group in last 6

months

Yes 3% 116 4% 118
No 97% 4,167 96% 2,902
Don’t know 0% 0 0% 0
Number of Respondents 4,283 3,020

How E-Verify Monitoring and Compliance Group contacted you

E-mail 90% 104 87% 103
Phone call 7% 8 6% 7
Desk review 0% 0 0% 0
Site visit 2% 2 1% 1
Other 2% 2 6% 7
Number of Respondents 116 118
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State

76

4%
0%
7%
8%
2%
1%
0%
6%
9%
0%
0%
1%
2%
2%
1%
1%
1%
2%
2%
0%
2%
4%
1%
0%
5%
0%
2%
0%
2%
0%
1%
3%
2%
1%
1%
3%
0%
0%
9%
0%
4%
2%
4%
0%
0%
2%
1%

2018

N

170

276
328
95
22
10
221
343

10
32
96
96
39
31
47
71
63

87
144
44

213

65
13
81
18
25
109
63
48
29
118

367

145

59
137

84
38

2019

2%
0%
6%
0%
9%
2%
1%
0%
0%
7%
7%
0%
0%
1%
3%
2%
1%
1%
1%
1%
0%
1%
2%
3%
1%
1%
4%
0%
1%
1%
0%
2%
0%
3%
4%
0%
2%
1%
1%
3%
0%
0%
6%
0%
3%
8%
2%

2019
N

75

172
12
272
64
16

10
203
201

16
94
62
33
34
23
30

42
65
78
41
33
106

33
20
11
59
14
83
117

60
27
38
88

175

100

230
53
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2018 2018 2019 2019

% N % N
VT 0% 4 0% 2
VI 0% 7 0% 0
VA 0% 0 2% 65
WA 0% 0 2% 57
wv 0% 0 0% 2
wi 0% 0 1% 43
wy 0% 0 0% 5
Number of Respondents 3,904 3,020
How many people do you employ
1-4 10% 439 7% 215
5-29 36% 1,548 34% 1,026
30-99 26% 1,121 30% 900
100-299 15% 663 18% 542
300-999 8% 325 8% 228
1,000-9,999 4% 161 3% 92
10,000+ 1% 26 1% 17
Number of Respondents 4,283 3,020
Do you consider yourself a small business
Small business 7% 3,301 78% 2,368
Not a small business 19% 827 18% 543
Don’t know 4% 154 4% 109
Number of Respondents 4,282 3,020
Primary industry where conduct business
Agriculture/Food Processing 2% 85 1% 45
Defense/Defense Industry 1% 23 0% 12
Communications/Media 1% 45 1% 31
Construction/General Contracting 13% 574 12% 367
Education 4% 154 3% 90
Engineering 4% 192 4% 121
Financial Services 3% 110 2% 65
Healthcare/Public Health 9% 366 11% 322
Hospitality 5% 215 6% 180
Information Technology 7% 289 6% 168
Manufacturing 11% 461 12% 372
Non-Profit/Notfor-Profit 5% 229 6% 177
Sales- Retail or Wholesale 6% 259 6% 183
Staffing/Personnel 3% 122 3% 85
Transportation 3% 126 4% 118
Utilities/Energy/Natural Resources 1% 53 1% 33
Professional Services/Consulting 6% 247 5% 163
Government Services 3% 118 3% 78
Other 14% 612 14% 410
Number of Respondents 4,280 3,020
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New Vs Existing Users Comparison

Figure 44 - New v Existing Demographics

New Enrollees Existing Members

% N % N
How did youfirst learn about EVerify
E-Verify materials or presentation 4% 28 6% 148
E-Verify website 9% 55 9% 216
USCIS or SSA materials or presentation 7% 41 7% 160
USCIS or SSA website 1% 9 2% 44
My Company/HR/Corporate Office 16% 98 23% 547
Colleague/Employee 6% 40 6% 140
Local, State or Federal Government 9% 55 10% 235
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 0 0% 0
Billboard advertisement 0% 0 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from a professional organization 0% 0 0% 0
U.S. Immigration and Customs Enforcement audit or visit 0% 0 0% 0
Professional associate 8% 52 7% 173
Info from a client or professional organization 9% 59 6% 145
Former employer 17% 106 12% 292
Advertisement (print, radio, billboard, online) 1% 8 2% 40
News story 1% 9 2% 51
Social media 0% 0 0% 6
Other 11% 67 8% 196
Number of Respondents 627 2,393
When did you learn about EVerify
Withinthe last six months 14% 90 1% 16
Within the last six to twelve months 33% 206 2% 43
One or two years ago 12% 76 25% 593
More than two years ago 36% 228 67% 1,603
Don’t remember 4% 27 6% 138
Number of Respondents 627 2,393
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New Enrollees

Existing Members

% \ % N
Why did your company sign up for B/erify~
Parent company required participation 6% 40 8% 188
Stat_e_or Ipcal government/state or local contractor required 2506 156 34% 818
participation
Federalgovernment/federal contractor required participation 16% 99 25% 604
To satisfy a client’s request 8% 50 8% 199
fE?s!eved using EVerify would help avoid a U.S. ICE audit, raid or 19% 116 18% 434
To improve ability to verify worlauthorization 66% 414 59% 1,410
Belleved it would make us more competitive with others in our 6% 37 7% 156
industry
Other 8% 49 6% 150
Number of Respondents 627 2,393
Likelihood to continue using EVerify if no longer required to do so
Very likely 62% 148 66% 826
Somewhat likely 24% 57 20% 246
Not Too Likely 9% 21 8% 102
Not At All Likely 5% 11 6% 69
Number of Respondents 237 1,243
How did you learn about requirement to participate in-&erify
E-Verify materials orpresentation 6% 2 8% 13
E-Verify website 3% 1 6% 11
USCIS or SSA materials or presentation 9% 3 3% 5
USCIS or SSA website 0% 0 2% 4
My Company/HR/Corporate Office 9% 3 13% 22
Colleague/Employee 3% 1 5% 8
Local, State or Federal Government 34% 11 30% 51
Print advertisement 0% 0 0% 0
Online advertisement 0% 0 0% 0
Radio advertisement 0% 0 0% 0
Billboard advertisement 0% 0 0% 0
Media coverage 0% 0 0% 0
Information from a client 0% 0 0% 0
Information from a professional organization 0% 0 0% 0
U.S. Immigration and Customs Enforcement audit or visit 0% 0 0% 0
Advertisement 0% 0 1% 1
Info from client or professional organization 6% 2 8% 14
Former employer 3% 1 6% 10
News story 0% 0 1% 2
Professional associate 9% 3 7% 12
Other 16% 5 11% 18
Number of Respondents 32 171
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New Enrollees Existing Members

% \ % N
When did your organization enroll with &erify
Within the last six months 34% 211 0% 0
Within the last six to twelve months 66% 416 0% 0
One or two years ago 0% 0 41% 992
More thantwo years ago 0% 0 59% 1,401
Number of Respondents 627 2,393
Did you enroll your organization with &/erify
| personally enrolled our organization 85% 533 0% 0
Someone else in our organization enrolled us with-Zerify 14% 85 0% 0
Don’t know 1% 9 0% 0
Number of Respondents 627 0
Completed training and online tutorial during &erify sign up
process
Completed the training 94% 587 0% 0
Did not complete the training 6% 40 0% 0
Number of Respondents 627 0
Used the E-Verify User Manual
Have used the User Manual 46% 268 0% 0
Have not used the User Manual 54% 319 0% 0
Number of Respondents 587 0
Used table of contents
Used table of contents 50% 134 0% 0
Did not use table of contents 7% 18 0% 0
Don’t remember 43% 116 0% 0
Number of Respondents 268 0
Is the training provided useful in helping employers pass the
required test
Training provided is useful 87% 511 0% 0
Training provided is not useful 1% 4 0% 0
Don’t know 12% 72 0% 0
Number of Respondents 587 0
Tutorial and required test adequately prepare employers to use-E
Verify
Test prepares employers 91% 534 0% 0
Test does not prepare employers 3% 15 0% 0
Don’t know 6% 38 0% 0
Number of Respondents 587 0
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New Enrollees

Existing Members

% N % N
Have you used EVerify in the past six months
Used EVerify past 6 months 94% 592 88% 2,103
Have not used EVerify in past 6 months 5% 29 10% 245
Don’t know 1% 6 2% 45
Number of Respondents 627 2,393
Have you everused EVerify
Used EVerify 100% 35 100% 290
Have not used EVerify 0% 0 0% 0
Don’t know 0% 0 0% 0
Number of Respondents 35 290
About how long has it been since you last used-®erify
Seven to twelve months 86% 30 64% 187
One to twoyears 9% 3 30% 87
More than two years 6% 2 6% 16
Number of Respondents 35 290
Why have not used EVerify within past six months~
Have not hired any new employees in past six months 69% 24 78% 225
No longer want to participate inE-Verify 0% 0 2% 5
It was too difficult to use the EVerify system 0% 0 3% 10
No longer see any value to using & erify 3% 1 1% 4
Using EVerify required us to let go of some existing employees 0% 0 0% 0
Using EVerify made us lesscompetitive in the marketplace 0% 0 0% 0
No one on our current staff has completed the &/erify tutorial 0% 0 1% 3
Other 29% 10 18% 51
Number of Respondents 35 290
Why have never used EVerify~
Have not hired any new employees sincenrolling in EVerify 0% 0 0% 0
Do not want to participate in EVerify 0% 0 0% 0
It seems too difficult to use the EVerify system 0% 0 0% 0
Do not see any value to using E/erify 0% 0 0% 0
Other 0% 0 0% 0
Number of Respondents 0 0
Which best describes your organization as a user of &erify
General User 93% 584 93% 2,217
Temporary Agency or Employment Agency 4% 22 4% 98
E-Verify Employer Agent 3% 21 3% 78
Number of Respondents 627 2,393
First time user
First timeuser 69% 432 14% 325
Not a first time user 31% 195 86% 2,068
Number of Respondents 627 2,393
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New Enrollees Existing Members

% N % N
Which best describes how frequently you use & erify
Once a week or more 12% 73 15% 361
Two or three times a month 22% 140 20% 476
About once amonth 20% 126 14% 333
Once every few months 32% 202 28% 680
Once or twice a year 12% 76 16% 380
Less than once a year 2% 10 7% 163
Number of Respondents 627 2,393
How usually generate EVerify case
Website 81% 508 83% 1,976
Web services 14% 90 11% 275
Website and Web service 5% 29 6% 142
Number of Respondents 627 2,393
Find the addition of electronic useful
Would find useful 61% 326 57% 1,217
Would not find useful 13% 71 12% 263
Don’t know 26% 140 30% 638
Number of Respondents 537 2,118
Use pre-TNC check page
Use page 46% 290 46% 1,101
Do not use page 27% 169 29% 693
Don’t know 27% 168 25% 599
Number of Respondents 627 2,393
Received a TNC in the past 6 months
Received TNC 17% 107 17% 404
Did not receive TNC 65% 409 64% 1,524
Don’t know 18% 111 19% 465
Number of Respondents 627 2,393
How many TNCs received in the past 6 months
One 59% 63 50% 200
2-5 35% 37 43% 175
6-9 4% 4 4% 16
10-24 3% 3 2% 7
25 or more 0% 0 1% 6
Number of Respondents 107 404
Find duplicate case alert useful
Find duplicate case alert useful 42% 45 62% 251
Do not find it useful 3% 3 5% 21
Don’t know 55% 59 33% 132
Number of Respondents 107 404
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New Enrollees

Existing Members

% N % N
Past 6 months whileusing EVerify have you been prompted to
match a photo
Prompted to match a photo 52% 323 53% 1,280
Not prompted to match a photo 43% 269 41% 983
Don’t know 6% 35 5% 130
Number of Respondents 627 2,393
Have access to the requiredtechnology to complete the photo
matching process
Have convenient access 93% 301 94% 1,199
Do not have convenient access 4% 14 3% 40
Don’t know 2% 8 3% 41
Number of Respondents 323 1,280
How do you submit info when photal o e snmat@htphoto
provided
Scan and upload into EVerify 59% 189 50% 635
Express Mail 1% 2 1% 8
Other 41% 132 50% 637
Number of Respondents 323 1,280
Contacted E-Verify customer service by phone in theast 6
months
Contacted customer service 14% 86 9% 217
Did not contact customer service 82% 515 89% 2,119
Don’t know 4% 26 2% 57
Number of Respondents 627 2,393
Called about a password reset
Called about a password reset 21% 18 34% 73
Did not call about a password reset 7% 66 65% 141
Don’t know 2% 2 1% 3
Number of Respondents 86 217
Satisfaction with your experience when you contacted & erify
customer service
Very satisfied 86% 74 T7% 168
Somewhat satisfied 9% 8 17% 36
Somewhat dissatisfied 1% 1 4% 8
Very dissatisfied 3% 3 2% 5
Number of Respondents 86 217
Transferred during most recent call to E/erify customer service
Transferred during the call 14% 12 18% 40
Not transferred during the call 69% 59 65% 140
Don’t know 17% 15 17% 37
Number of Respondents 86 217

83

Final Report



New Enrollees

Existing Members

) \ ) I\
Amount of time you had to wait before the transfer was
acceptable or too long
Acceptable 92% 11 85% 34
Too long 8% 1 15% 6
Number of Respondents 12 40
During that call how many times were you transferred
Once 67% 8 75% 30
Twice 25% 3 25% 10
Three times 8% 1 0% 0
More than three times 0% 0 0% 0
Number of Respondents 12 40
Issue resolved during most recent call to &/erify customer
service
Issue resolved 97% 83 91% 198
Issue not resolved 2% 2 7% 16
Don’t know 1% 1 1% 3
Number of Respondents 86 217
How many calls were needed to resolve your issue
Resolved during first call 88% 73 90% 179
Needed to call back oneadditional time to resolve issue 12% 10 8% 15
Needed to call back two additional times to resolve issue 0% 0 2% 3
ggﬁged to call back three or more additional times to resolve 0% 0 1% 1
Number of Respondents 83 198
Contacted E-Verify customer service by email in the past 6
months
E-mailed customer service 5% 34 3% 64
Have not emailed customer service 90% 562 95% 2,275
Don’t know 5% 31 2% 54
Number of Respondents 627 2,393
Satisfaction with yourexperience when you emailed EVerify
customer service
Very satisfied 85% 29 66% 42
Somewhat satisfied 12% 4 14% 9
Somewhat dissatisfied 3% 1 8% 5
Very dissatisfied 0% 0 13% 8
Number of Respondents 34 64
Question answered or issuaesolved after emailing EVerify
customer service
Issue resolved after emailing 94% 32 67% 43
Issue not resolved after emailing 3% 1 25% 16
Don’t know 3% 1 8% 5
Number of Respondents 34 64
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New Enrollees

Existing Members

% N % N
Have you contacted EVerify technicalassistance in the past 6
months
Contacted technical assistance 3% 18 3% 68
Have not contacted technical assistance 92% 578 94% 2,258
Don’t know 5% 31 3% 67
Number of Respondents 627 2,393
Amount of time before the call was transfer waacceptable or too
long - TA
Acceptable 89% 16 87% 59
Too long 11% 2 13% 9
Number of Respondents 18 68
Was your reason or issue you called technical assistance resolvel
Issue resolved 89% 16 87% 59
Issue not resolved 6% 1 9% 6
Don’t know 6% 1 4% 3
Number of Respondents 18 68
How many calls were needed to resolve your technical issue
Resolved during first call 100% 16 88% 52
Needed to call back one additional time to resolve issue 0% 0 8% 5
Needed to call backtwo additional times to resolve issue 0% 0 2% 1
ggﬁged to call back three or more additional times to resolve 0% 0 20 1
Number of Respondents 16 59
E-Verify is doing enough to ensure companies using-Kerify
adhere to policies
Yes 66% 414 63% 1,496
Not Sure / Do not know 32% 201 36% 857
No 2% 12 2% 40
Number of Respondents 627 2,393
Adequate safeguards to ensure employers use &erify system
properly
Yes 2% 453 71% 1,710
Not Sure / Do not know 27% 170 27% 654
No 1% 4 1% 28
Number of Respondents 627 2,392
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New Enrollees Existing Members

% \ % N
How prefer to get changes or update information to & erify
E-mail 92% 579 90% 2,149
Fax 0% 2 0% 4
Mailer 2% 14 2% 48
E-Verify systembroadcast message 1% 5 1% 35
Phone call 0% 0 0% 6
Through the EVerify Website 4% 23 5% 131
Live presentation 0% 1 0% 3
Other 0% 3 1% 17
Number of Respondents 627 2,393
How would prefer to contact EVerify for help
E-mail 50% 315 44% 1,045
Fax 0% 0 0% 0
Mail 0% 3 0% 1
Text or Web chat 14% 87 15% 348
Phone call 25% 159 28% 679
Through the EVerify website 9% 57 12% 294
Other 1% 6 1% 26
Number of Respondents 627 2,393
Used or aware of EVerify Listens
Used/aware of EVerify Listens 2% 12 3% 74
Have not used/not aware of EVerify Listens 81% 506 81% 1,931
Don’t know 17% 109 16% 388
Number of Respondents 627 2,393
Contacted by EVerify Monitoring and Compliance Group in last 6
months
Yes 3% 18 4% 100
No 97% 609 96% 2,293
Don’t know 0% 0 0% 0
Number of Respondents 627 2,393
How E-Verify Monitoring and Compliance Group contacted you
E-mail 89% 16 87% 87
Phone call 6% 1 6% 6
Desk review 0% 0 0% 0
Site visit 0% 0 1% 1
Other 6% 1 6% 6
Number of Respondents 18 100
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New Enrollees Existing Members

% N % N
State
AL 1% 8 3% 67
AK 0% 2 0% 6
AZ 4% 25 6% 147
AR 0% 3 0% 9
CA 11% 69 8% 203
CcoO 1% 9 2% 55
CT 1% 5 0% 11
DE 0% 2 0% 4
DC 0% 1 0% 9
FL 7% 41 7% 162
GA 5% 33 7% 168
GU 0% 2 0% 2
HI 0% 1 0% 3
ID 1% 6 0% 10
IL 5% 29 3% 65
IN 2% 10 2% 52
1A 2% 10 1% 23
KS 1% 6 1% 28
KY 1% 4 1% 19
LA 1% 6 1% 24
ME 0% 0 0% 8
MD 1% 4 2% 38
MA 4% 23 2% 42
Mi 3% 16 3% 62
MN 1% 9 1% 32
MS 1% 6 1% 27
MO 3% 21 4% 85
MT 0% 1 0% 3
NE 1% 4 1% 29
NV 1% 8 1% 12
NH 0% 3 0% 8
NJ 2% 11 2% 48
NM 1% 6 0% 8
NY 3% 18 3% 65
NC 3% 16 4% 101
ND 0% 1 0% 8
OH 2% 12 2% 48
OK 1% 6 1% 21
OR 2% 14 1% 24
PA 4% 22 3% 66
PR 0% 2 0% 2
RI 0% 1 0% 0
SC 4% 25 6% 150
SD 0% 1 0% 7
TN 3% 16 4% 84
TX 10% 61 7% 169
uT 1% 9 2% 44
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New Enrollees

Existing Members

% N % N
VT 0% 1 0% 1
VI 0% 0 0% 0
VA 3% 21 2% 44
WA 1% 8 2% 49
wv 0% 0 0% 2
wi 1% 9 1% 34
wy 0% 0 0% 5
Number of Respondents 627 2,393
How many people do you employ
1-4 7% a7 7% 168
5-29 34% 216 34% 810
30-99 35% 221 28% 679
100-299 16% 103 18% 439
300-999 6% 35 8% 193
1,000-9,999 1% 5 4% 87
10,000+ 0% 0 1% 17
Number of Respondents 627 2,393
Do you consider yourself a small business
Small business 83% 519 T7% 1,849
Not a small business 14% 88 19% 455
Don’t know 3% 20 4% 89
Number of Respondents 627 2,393
Primary industry where conduct business
Agriculture/Food Processing 2% 10 1% 35
Defense/Defense Industry 0% 3 0% 9
Communications/Media 2% 11 1% 20
Construction/General Contracting 12% 76 12% 291
Education 2% 14 3% 76
Engineering 3% 19 4% 102
Financial Services 2% 13 2% 52
Healthcare/Public Health 11% 72 10% 250
Hospitality 4% 27 6% 153
Information Technology 5% 29 6% 139
Manufacturing 12% 76 12% 296
Non-Profit/Notfor-Profit 6% 39 6% 138
Sales- Retail or Wholesale 6% 37 6% 146
Staffing/Personnel 2% 15 3% 70
Transportation 7% 42 3% 76
Utilities/Energy/Natural Resources 1% 6 1% 27
Professional Services/Consulting 5% 32 5% 131
Government Services 2% 13 3% 65
Other 15% 93 13% 317
Number of Respondents 627 2,393
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APPENDIX D: MODELED RESULTS/INDEX SCORE TABLES

For all tables within this section, statisticallys i gni fi cant di fferences at 90% are not
Difference column.

Note: Due to variable breakouts, some items will have small sample sizes. Large score fluctuations often occur with
small sample sizes.
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Year Over Year Comparison

Figure 45 - All (Cross-Section)

AU ey Significant
Scores Sample Scores Sample Difference
Size Size

Sample Size 4,283 4,283 3,020 3,020
Awareness / Registration 87 997 90 528 ¥
Clarity of instructions on how tcenroll 87 994 90 523 %
aI;/Inedmnoer):zltr1:Itl:ar|[‘;1so(1:Igg;jerstand|ng makes responsibilities 86 994 89 505 g
Ease of submitting registration information 88 994 91 527 y
\?\f)eebeié);rreesc;lwng User Name, Password and-Ferify 90 989 92 520 g
Ease of registration process overall 86 991 90 528 ¥
Tutorial 86 1051 90 585 y
Helpfulness of information in User Manual 86 443 89 266 y
CE::teer?: taking online training in terms of understanding 87 1051 91 583 g
izsu?rggcompletlng onlingraining in terms of time 85 1051 89 584 g
Ease of accessing online resources 87 1032 90 575 ¥
Usefulness of online resources 86 1029 90 570 Vi
Ease of training process overall 86 1051 90 584 ¥
Using EVerify 90 4213 91 2987 y
Ease ofnavigating the EVerify site 88 4153 90 2908 ¥
Ease of submitting 49 information on EVerify 90 3994 92 2839 ¥
Speed of receiving an initial response from-®erify 92 4185 93 2970 ¥
Clarity of next steps as described in the response 88 4095 90 2912 ¥
Tentative Nonconfirmation (TNC) Resolution Process 79 589 80 509

Speed of resolving the case 79 560 80 497
t(f:}l:rri(ta);(c))lfu(;icc))r:rgruorligzgons about the steps involved in 78 581 81 502 g
Ease of resolving the case 78 563 79 497

TNC Referral Process 81 406 82 339

Further Action Notice Process 81 489 81 415

Photo Matching 95 1754 96 1601 y
Ease of photo matching process 95 1751 96 1598 ¥
Helpfulness in preventing fraud 94 1656 96 1496 ¥
Customer Service 90 369 91 247

Ease ofaccessing representative 88 368 91 243 ¥
Professionalism 92 364 93 244
Communication skills 92 364 92 244

Ability to understand your questions/issue 92 364 92 246

Providing guidance on policy/questions 90 349 91 238

Customer Service BeforeTransfer 86 76 84 52

Ease of accessing representative 85 76 81 52
Professionalism 89 76 87 52
Communication skills 86 76 85 52

Ability to understand your questions/issue 85 76 84 52
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2018

Scores

Sample

Providing guidance on policy/questions

Customer Service After Transfer

Ease of accessing representative

Professionalism

Communication skills

Ability to understand your questions/issue
Providing guidance onpolicy/questions

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use

Interested in using the Internet rather than having to
call or e-mail EVerify

Technical Assistance

Ease of accessingrepresentative
Professionalism

Communication skills

Ability to understand your questions/issue
Knowledge of technical issues

Technical guidance resolving your issue
Interested in Communicating with Peers

Interested in communicating with peers about &/ erify
or using the system

E-Verify Listens

Experience with EVerify Listens
Satisfaction

Overall satisfaction

Meets expectations

Compared to ideal
Recommend

How likely would you be to recommend the &erify
program to others

Confident in Accuracy

How confident are you in the accuracy of the Eerify
program

Future Participation

Likelihood to continue to participate in the B/erify
program in the future

Usefulness of Resources

Manuals

Tutorials

Refresher Tutorials

E-Verify public website

Q and As

E-Verify news articles

91

85
85
85
88
87
86
84
78
79
79
80
7
72

72

88
85
89
88
88
89
88
34

76
76
85
87
85
83
87

87
90
90
95
95

82
86
82
85
84
78

Size
72
76
74
74
74
74
72

153

147

153

150

141

3875

3875

121
118
119
121
119
119
120
3968

3968

144
144
4283
4283
4283
4283
4033

4033
4137
4137
4208
4208

677
917
501
884
704
491

2019 Significant
Scores Sample Difference

Size

83 51

88 52

87 52

90 52

89 52

87 52

86 51

82 93

83 92

81 93

85 91

83 87

73 2769 g

73 2769 V%

89 85

88 84

90 84

89 84

89 84

88 83

88 82

38 2786 y

38 2786 ¥

76 113

76 113

87 3020 y

89 3020 ¥

87 3020 ¥

84 3020 V%

89 2850 y

89 2850 %

92 2933 y

92 2933 %

95 2984

95 2984

== 0

84 377 g

88 520 ¥

87 291 V%

89 475 %

87 413 g

82 316 ¥
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2018

Scores

Sample
Size

Helper Text

Quick Reference Guides

E-Verify call center

Other E-Verify users

E-Verify Monitoring and Compliance Group

Assistance received from EVerify Monitoring and
Compliance Group

Frequency of Adding EMalils to EVerify
How often you enter employees amail into EVerify

92

82
86
83
83
83

83

78
78

525
714
407
314
93

93

344
344

2019 .
Significant
Scores Sample Difference
Size
84 278
89 415 %
86 253
85 186
85 92
85 92
71 463 z
71 463 z
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Figure 46 - New Enrollees

2018 2019 L
STl oo Sl_gnlflcant
Scores : Scores : Difference
Size Size
Sample Size 1,136 1,136 627 627
Awareness / Registration 87 997 90 528 y
Clarity of instructions on how to enroll 87 994 90 523 y
recponaibiiies and next seps ceat 86 994 89 525 y
Ease of submitting registration information 88 994 91 527 Y
Speed of receivin -
and Every web address. |90 989 2 520 v
Ease of registration process overall 86 991 90 528 v
Tutorial 86 1051 90 585 i
Helpfulness ofinformation in User Manual 86 443 89 266 v
prtrk o T RS S
E?E;gfrggmf;tmg online training in terms 85 1051 89 584 g
Ease of accessing online resources 87 1032 90 575 Y
Usefulness of online resources 86 1029 90 570 Y
Ease of training process overall 86 1051 90 584 Y
Using EVerify 90 1113 92 618 Y
Ease of navigating the EVerify site 89 1101 91 595 Y
\E/Zf.i?yof submitting 49 information on E 90 1031 92 589 g
ER?;? f;)f receiving an initial response from 92 1104 93 616 9
g;r;g]g; next steps as described in the 89 1078 90 604
'Ig(re:égtsl\sle Nonconfirmation (TNC) Resolution 83 117 85 107
Speed of resolving the case 83 110 84 105
CovS T e mam s
Ease of resolving the case 83 111 85 105
TNC Referral Process 87 72 87 64
Further Action Notice Process 86 99 86 83
Photo Matching 94 396 96 323 y
Ease of photo matching process 94 396 96 322 ¥
Helpfulness in preventing fraud 94 372 96 309 y
Customer Service 89 118 93 73 %
Ease of accessing representative 87 118 93 71 y
Professionalism 91 115 94 72
Communication skills 91 115 94 72
Ability to understand your questions/issue 92 115 95 73
Providing guidance on policy/questions 91 109 93 70
Customer Service Before Transfer 84 12 85 12
Ease of accessing representative 86 12 84 12
Professionalism 85 12 87 12
Communication skills 82 12 86 12
Ability to understand your questions/issue 82 12 85 12
Providing guidance on policy/questions 84 11 87 11
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2018 2019

Significant
Scores ST Scores Sl Difference

Size Size
Customer Service After Transfer 87 12 91 12
Ease of accessing representative 89 12 92 12
Professionalism 87 12 89 12
Communication skills 87 12 92 12
Ability to understand your questions/issue 87 12 93 12
Providing guidance on policy/questions 87 12 93 11
Customer Service by Email 78 53 89 32 Y
Ability to understand yourquestions/issue 82 51 88 32
;hsignmseellness with which you received a 79 53 89 32 g
i(():r:i?eudnlcatlon skills in the response you 79 52 91 32 g
Providing guidance on policy/questions 78 49 90 30 Y
Internet Use 79 1023 78 576
S v e wm w e
Technical Assistance 93 27 85 18
Ease of accessing representative 92 27 85 18
Professionalism 93 27 86 18
Communication skills 93 27 85 18
Ability to understand your questions/issue 94 27 85 18
Knowledge of technical issues 94 27 86 18
Technical guidance resolving your issue 93 27 85 18
Interested in Communicating with Peers 36 1032 41 558 Y
Interested in communicating with -
about E-Verify or using the gystempeers 36 1032 41 558 y
E-Verify Listens 82 41 72 25
Experience with EVerify Listens 82 41 72 25
Satisfaction 84 1136 87 627 Y
Overall satisfaction 86 1136 89 627 Y
Meets expectations 84 1136 88 627 Y
Compared toideal 83 1136 85 627 Y
Recommend 87 1056 90 590 Y
How likely would -
E-Verify grogram )t/(()) L(j)ttl)wirts recommend e 87 1056 90 590 y
Confident in Accuracy 90 1079 93 603 Y
How confident are you in the accurac -
the E-Verify prograr)‘; vl 90 1079 93 603 y
Future Participation 93 1107 95 619 Y
e oga P MMy s s
Usefulness of Resources - 0 - 0
Manuals 82 677 84 377 v
Tutorials 86 917 88 520 v
RefresherTutorials 82 501 87 291 v
E-Verify public website 85 884 89 475 Y
Q and As 84 704 87 413 Y
E-Verify news articles 78 491 82 316 Y
Helper Text 82 525 84 278
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2018 2019

Significant
Scores ST Scores Sz Difference
Size Size
Quick Reference Guides 86 714 89 415 Y
E-Verify call center 83 407 86 253
Other E-Verify users 83 314 85 186
E-Verify Monitoring and Compliance Group 84 26 79 16
e o w m m
Frequency of Adding EMails to EVerify 84 62 68 94 z
How often you enteremployees email into 84 62 68 94 7

E-Verify
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Figure 47 - Existing Users

AU e Significant
Scores Sample Scores Sa‘.“p'e Difference
Size Size
Sample Size 3,147 3,147 2,393 2,393
Awareness / Registration - 0 - 0
Clarity of instructions on how to enroll - 0 - 0
Memorandum of understanding makes
responsibilities and next steps clear - 0 - 0
Ease of submitting registration information -- 0 -- 0
Speed of receiving User Name, Password __ 0 __ 0
and E-Verify WebAddress
Ease of registration process overall -- 0 -- 0
Tutorial -- 0 -- 0
Helpfulness of information in User Manual -- 0 -- 0
Ease of taking online training in terms of
understanding content - 0 - 0
Ease of completing onlindraining in terms __ 0 __ 0
of time required
Ease of accessing online resources -- 0 -- 0
Usefulness of online resources -- 0 -- 0
Ease of training process overall -- 0 -- 0
Using EVerify 90 3100 91 2369 Y
Ease of navigating the EVerify site 88 3052 90 2313 y
\E/:fi?y()f submitting 49 information on E 90 2963 92 2250 9
:_pve:rciif;f receiving an initial response from 93 3081 93 2354 g
ggglg](s); next steps as described in the 88 3017 90 2308 g
;tre:éz;ltsl\ée Nonconfirmation (TNC) Resolution 77 472 79 202
Speed of resolving the case 78 450 79 392
ot % a7 @
Ease of resolving the case 77 452 78 392
TNC Referral Process 80 334 81 275
Further Action Notice Process 80 390 80 332
Photo Matching 95 1358 96 1278 Y
Ease of photo matching process 95 1355 96 1276 ¥
Helpfulness in preventing fraud 94 1284 96 1187 ¥
Customer Service 90 251 91 174
Easeof accessing representative 88 250 89 172
Professionalism 92 249 92 172
Communication skills 92 249 92 172
Ability to understand your questions/issue 91 249 90 173
Providing guidance on policy/questions 90 240 90 168
Customer Service BeforeTransfer 87 64 84 40
Ease of accessing representative 85 64 80 40
Professionalism 89 64 87 40
Communication skills 86 64 84 40
Ability to understand your questions/issue 86 64 84 40
Providing guidance on policy/questions 86 61 82 40
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2018 2019

Significant
Scores Sample Scores Sa‘.“p'e Difference

Size Size
Customer Service After Transfer 85 64 87 40
Ease of accessing representative 84 62 85 40
Professionalism 88 62 90 40
Communication skills 87 62 88 40
Ability to understand your questions/issue 86 62 85 40
Providing guidance onpolicy/questions 83 60 85 40
Customer Service by Email 78 100 79 61
Ability to understand your questions/issue 77 96 80 60
'rI;ahse; gnmsczllness with which you received a 79 100 76 61
E:e%r:iyeudmcatlon skills in the response you 80 98 81 59
Providing guidance on policy/questions 76 92 79 57
Internet Use 70 2852 72 2193 %
Interested in using the Internet rather than -
having to call or egmail EVerify 70 2852 2 2193 y
Technical Assistance 86 94 90 67
Ease of accessingrepresentative 84 91 88 66
Professionalism 88 92 91 66
Communication skills 87 94 90 66
Ability to understand your questions/issue 87 92 90 66
Knowledge of technical issues 87 92 88 65
Technical guidance resolving your issue 86 93 89 64
Interested in Communicating with Peers 34 2936 37 2228 y
Interested in communicating with r -
about E-Verify or using the gystempee ) 34 2936 37 2228 y
E-Verify Listens 74 103 78 88
Experience with EVerify Listens 74 103 78 88
Satisfaction 85 3147 87 2393 v
Overall satisfaction 87 3147 89 2393 v
Meets expectations 86 3147 87 2393 ¥
Compared to ideal 83 3147 84 2393
Recommend 88 2977 89 2260 %
How likely would you be to recommend the -
E-Verify grogram )t/o others 88 2977 89 2260 y
Confident in Accuracy 90 3058 92 2330 Y
How confident are you in the accuracy of -
the E-Verify prograr):] ’ 90 3058 92 2330 y
Future Participation 95 3101 95 2365
e e PN NE o5 o e aws
Usefulness of Resources -- 0 -- 0
Manuals -- 0 -- 0
Tutorials -- 0 -- 0
Refresher Tutorials -- 0 -- 0
E-Verify public website -- 0 -- 0
Q and As -- 0 -- 0
E-Verify news articles -- 0 -- 0
Helper Text -- 0 -- 0
Quick Reference Guides -- 0 -- 0
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Significant

Difference

E-Verify call center

Other E-Verify users

E-Verify Monitoring and Compliance Group
Assistance received from EVerify
Monitoring and Compliance Group
Frequency of AddingE-Malils to EVerify

How often you enter employees amail into
E-Verify

- 0
- 0
82 67
82 67
77 282
77 282

98

369
369
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Business Size Comparison

Figure 48 - Consider Small Business Scores

SINEURIE IS Not a small business Don’t know
Scores Sar_nple Scores Sa’.“p'e Scores Sar_nple

Size Size Size
Sample Size 2,368 2,368 543 543 109 109
Awareness / Registration 90 442 90 72 90 14
Clarity of instructions on how to enroll 90 437 89 72 920 14
fecponaiiiies and next seps clear %0 489 90 72 89 14
ilizfi;em?:tiit:]bmlttlng registration 91 441 91 72 9 14
Speed of receivin
Pgssword and EvgerLii‘ys/e\;V':srRZ;jress 92 437 9L 70 o 13
Ease of registration process overall 90 442 91 72 90 14
Tutorial 90 484 90 84 91 17
uzlrp]):jlgpess of information in User 88 215 90 39 9% 12
i i R S S S
Ease of accessing online resources 90 475 90 83 90 17
Usefulness of online resources 90 470 90 83 90 17
Ease of training process overall 90 483 90 84 91 17
Using EVerify 91 2341 91 539 91 107
Ease of navigating the EVerify site 90 2292 90 513 90 103
\E/Zfiefayof submitting 49 information on E 92 2215 91 521 92 103
ﬁg;egsgﬁ;:/elvmg an initial response 93 2397 93 536 93 107
Elsrrlgsgggsegt steps as described in 90 2279 89 507 88 106
it BT T S
Speed of resolving the case 83 313 76 161 73 23
Clarity of communications about the
steps involved in the resolution 83 318 77 161 75 23
process
Ease of resolving the case 83 314 74 159 70 24
TNC Referral Process 85 210 79 113 63 16
Further Action Notice Process 83 265 78 132 64 18
Photo Matching 96 1135 95 395 95 71
Ease of photo matching process 96 1133 95 394 95 71
Helpfulness in preventing fraud 96 1068 95 365 95 63
Customer Service 93 186 88 52 87 9
Ease of accessing representative 92 183 86 51 88 9
Professionalism 94 183 90 52 89 9
Communication skills 94 183 88 52 85 9
o o nersand o @ ws @ o= m s
Providing guidance onpolicy/questions 92 179 87 50 84 9
Customer Service Before Transfer 83 34 84 16 100 2

99 Final Report



Small business Not a small business Don’t know

Scores Sample Scores Sample Scores Sample

Size Size Size
Ease of accessing representative 80 34 81 16 100 2
Professionalism 86 34 87 16 100 2
Communication skills 84 34 85 16 100 2
o ey @ w1 w0
Providing guidance on policy/questions 82 33 83 16 100 2
Customer Service After Transfer 86 34 90 16 100 2
Ease of accessing representative 86 34 87 16 100 2
Professionalism 88 34 92 16 100 2
Communication skills 88 34 90 16 100 2
A wo W w1 w0
Providing guidance on policy/questions 85 33 88 16 100 2
Customer Service by Email 82 65 82 23 87 5
o pteand Yo e s w2 @
Zf;zstlpn;ﬁlslr;ess with which you received 80 65 79 23 9% 5
5§umrr:§;if§(§|0n skills in the response 84 64 86 22 93 5
Providing guidance on policy/questions 81 61 89 21 80 5
Internet Use 73 2159 76 512 73 98
Interested in using the Internet rather
than having to cal? or email EVerify 3 2159 76 512 3 98
Technical Assistance 90 64 86 20 78 1
Ease of accessing representative 89 63 84 20 78 1
Professionalism 91 63 87 20 78 1
Communication skills 90 63 87 20 78 1
B o sy © @ @ m ow
Knowledge of technical issues 88 62 86 20 78 1
:;Zﬁr;nlcal guidance resolving your 89 61 86 20 78 1
Qétz:isted in Communicating with 36 2190 43 504 42 92
pparita e IR R
E-Verify Listens 77 91 73 17 78 5
Experience with EVerify Listens 77 91 73 17 78 5
Satisfaction 87 2368 87 543 85 109
Overall satisfaction 89 2368 88 543 86 109
Meets expectations 87 2368 87 543 85 109
Compared to ideal 84 2368 84 543 84 109
Recommend 89 2233 90 513 87 104
How likely would you be to recommend 89 2233 90 513 87 104

the E-Verify program to others

Confident in Accuracy 92 2296 92 533 90 104
How confident are you in the accuracy
of the EVerify program

Future Participation 95 2338 96 541 95 105
Likelihood to continue to participate in
the E-Verify program in the future

92 2296 92 533 90 104

95 2338 96 541 95 105
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Small business Not a small business Don’t know

Scores Sample Scores Sample Scores Sample

Size Size Size
Usefulness of Resources -- 0 -- 0 -- 0
Manuals 84 312 83 50 92 15
Tutorials 88 431 88 72 92 17
Refresher Tutorials 87 241 87 43 89 7
E-Verify public website 89 395 89 66 90 14
Q and As 87 337 86 63 90 13
E-Verify newsarticles 82 252 82 53 78 11
Helper Text 84 231 82 40 87 7
Quick Reference Guides 88 341 89 62 92 12
E-Verify call center 86 206 88 40 84 7
Other E-Verify users 85 145 85 37 81 4
cE;_r\(/)ﬁ:fy Monitoring and Compliance 85 70 84 21 89 1
oy 85 ™ w2 @
I\:/reer(i]f;ency of Adding EMails to E 72 302 70 140 69 21
mi)ng(h)\f;zrr}%//ou enter employees emalil 72 302 70 140 69 21
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